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MO DAU

1. Ly do hinh thanh d@ tai

Trong kinh doanh, khach hang chinh la chia khéa ttidt,
quyét dinh sr thanh ki caa mdt doanh nghip. Doanh ngléip nao
gianhdwoc mbi quan tam vaus trung thanh @a khach hang, doanh
nghiép d6 s ton tai, thanh cong va phat én. Chén lrgc kinh doanh
huéng dén khach hangtang ngay cang drthanh chin lugc kinh
doanh c64m quan tong dic biét. Tim mpi cAchdé phat trén khach
hang ndi, duy tri va éng & khach hang kn tai dang te thanh not
céng @ kinh doanh ftu hiéu, chi phi tAp nhrng mang 4i hiéu qua
kinh doanh cao.

Viéc tao dyng long trung thanhdn rat can thiét dé duy tri hat
dong kinh doanh tiiong xuyén éa doanh nglgp. Trong mdi teong
canh tranh kidc liét hién nay, do nhiu ly do, long trung thanhua
khach hang khéngah s gin lién vi doanh nghip mai mai.

Do vy, nghién @u chit luong dch w caa doanh nglép & not
cong tac Bt stc quan tong, phii dugc thec hién thuong xuyén, lién
tuc dé co th co nhing aii tién vadiéu chinh sin phim dich w, dap
rng kip thoi sy mong mén aia khach hangimg nhr nhirng thaydoi
trong nhu &u cia khach hangjtdé phic wa khach hangdt hon, lam
cho khach hang hai longoh khi sr dung sin phim dich w cia
doanh nghip, khién khach hang ngay cangrgb6 i doanh nghip.

Dé tai: “Nghién aku chét lweng dich vu trong mang bay quéc
ndi cia Téng Cong ty Hang khong Vet Nam (Vietnam Airlines)”
dugc thuc hién khéng ngoai mc dich trén.

2. Muc tiéu nghién aru

- XAcdinh céac thanh pgim cdiu thanh cht lvong dch w trong
mang bay qéc noi cia Vietnam Airlines;

- Khao séat & cam nhin aia khach hangd/cac thanh pin ciu
thanh clit lugng dch w trong ming bay géc i cua
Vietnam Airlines théng qua pig Vin tnrc tiép king bing
cau li;

- Phan tich @ liéu, binh ldn vadua ra cac Kin ngh nhim cai
tién nang cao ch luong dch w.

3. Pdi twgng va pham vi nghién airu

- Céc thanh pdn tao nén cht luong dch w.

- Déi tuong lra clon phong Van s 1a khach hanga ting bay
v6i Vietnam Airlines trén cacluong bay géc mdi trong
vong sau thang,&ur thoi diém tién hanh pbng Van diéu tra.

- Diadiém thyc hién cong tac kho satdiéu tra € la cac phong
ban vé va trong phong éltia san bapa Ning.

4. Duy kién thoi gian thyc hign va hoan thanhdé tai

Giai doan Noi dung Thoi gian
1 Téng hop ly thuyét va thiét ké nghién ¢u 20 ngay

2 Ptong Vin thu thip di ligu 10 ngay

3 Phan tich @ liéu, binh ldn vadua ra cac Kin ngh 25 ngay

4 Két luan 05 ngay
Tbng odng 60 ngay

5. Y nghia thuc tién cia dé tai
Pé tai nay mangai mot b y nghia V& mat ly thuyét ciing nhr
thuc tién cho cac cong ty lam cong tac nghiém ¢hi trudng, cac nha



5

thuc hanh @ng nhr cac nha nghiénuw trong fnh wrc chit lwong
dich w va thiét ké cong @ dé do lwong sr cam nhin aia khach hang.

Két qua nghién ¢u s gop ptan gitp Tong Cong ty Hang khong
Viét Nam c6 thém théng tin vadi biét hon nhiing yéu o chinh tac
dong dén ar cam nhin cia khach hang d/chit lugng dch w do
Téng Céng ty cunging. Tham kho két qua nghién &u va binh lan,
Téng Cong ty co th didu chinh, xay arng haic thiét ké lai cac
chwong trinh qing c&o, cac chinh sach lién quién chit lugng dch
vu, cac clrong trinhdao wo va cac quy trinh pit vy, dé phu hop
hon, dapung Ht hon ar ki vong aia khach hang.

Cudi cung, nghién ¢u nay cé th dung lam tai Bu tham kio
cho sinh vién chuy&n nganhayutri kinh doanh ¥ ly thuyét co ban
cua cHit lvong dch w.

6. B6 cuc dé tai

Chuong 1. Gy 5 1y luan vé chét luong dch wi

Chuong 2. Thét ké nghién cu

Chuong 3. K&t qua nghién gu

Chuong 4. Ham y chinh séch

Chwong 1
CO SO LY LU AN VE CHAT LUQNG DICH VU

1.1. CHAT LUQNG DICH VU
1.1.1.Ban chit caa dich va

Dich w la mjt haat dong bao §m cac nhand khéng hén hiru,
giai quyét cac noi quan 1§ giita khach hang e tai sin ma khach
hang & hiru v6i nguoi cung @p ma khdng céwschuyén giao quygn
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s hitu. Sin ptim dich w c6 tté trong pham vi haic wuot qua plam
vi ciia sin pHim vat chit.

1.1.2.C4c dic tinh cia dich va
1.1.2.1.Tinh khéng hién hiu

Khéng gbng nhr cac &n phim vat chét, dich w khéng tté nhin

thiy, ném, s, nghe héc ngii truéc khi mua.
1.1.2.2.Tinh khoéng tach vi

Dich w cédic tinh 1& 4n xuit va tiéu dung cung luc.

1.1.2.3.Tinh khéngdong nhat
Dich wi phu thugc vao K thuat, kha nang va ring luc cia trng
nguoi cung d@p dich w, pha thudc vao thi diém vadia diém cung
cap dich w, nén ét da cang.
1.1.2.4.Tinh dé héng

Dich w khoéng ti tdn khoduoc. Mot khi may bay &t canh hay
khi mot bubi chiéu phim kit dau, cac gh tréng khéng th giir dé ban
trong trong lai.
1.1.3.Pic diém cia chit lwong dich va

- Chat lugng dch wi duoc do bsi sy théa man nhu au.

- Do nhu @u ludn luén bin dong nén cht luong ding phii
ludn thayddi theo thyi gian, khéng gian vaiéu kién ar dung
dé dapung nhu éu.

- Do dic thu @ia dch w 1a cHit leong dch wi thé hién trong
qué trinh rong tac gira nhan vién cungip dich w va khach
hang. Vi vy, ngroi sir dung cH c6 thé cam nhan chiing hac
phat hén dugc ching trong qua trinhirslung.

1.2. MOT SO MO HINH NGHIEN C UU CHAT LUQNG DICH
VU
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1.2.1.M6 hinh SERVQUAL K1 thuat va chirc ning

M6 hinh nay nAn cang duoc ba yu t tao nén cht lwong dch
vu; d6 |&: chit luong K thuat, chit luong chrc ning va hinhanh.
1.2.2.M6 hinh SERVQUAL Kho ang cach

Parasuman vdong sr (1985)dé cap chit lugng dch wi nhr 1a
mot ham $ caa cac khang cach gia sr ki vong va cac kich e
dich w.

l Truyén miéng l [ Nhu Au ca nha ] [ Trai nghiém ]

\4
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: Tiéu chi cfat ]
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: Khoang * 4
1 cach_:
1
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- ———p | Nhan thic aia © chic v
ki vong aia khach hang

Hinh 1.2. M6 hinh Servqual Khaing céach
Khoang cach 1 xdit hién, khi cosr khac bét giza ki wng aia
khach hang & chdt lirong dich w va sr cam nhin cia 6 chic vé sr
ki vong aia khach hang.
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Khoang cach 2 xdit hién khi © chrc gip kho kiin trong vic
chuyén @i nhdn thic aia minh ¢ ki wng aia khach hang thanh
nhitng déc tinh aia chit lwong dich w.

Khoang cach 3 xit hi¢n khi nhan vién & chic) khéng chugn
giao dch w cho khach hang theo fthg tiéu chida duwoc xacdinh.

Khoang cach 4 xit hién khi t© chirc cung @p dich w cho khach
hang khéngding nhr nhing gi da hira hen haic cam Kt, khong
dang nhe théng tinda quing badén khach hang

Khoang cach 5 xét hién khi cé sy khac bét giira ki wng aia
khach hang & cam nhin vé dich w ho nhin duroc.

Chat luvong aia dch wi cam nhan boai khach hang cé thdugc mé
ta qua 5 thanh gn ao ban:

(1) D¢ tin ciy (Reliability): kha nang thec hién dich wa phu hyp

vaduang thoi han theo nlr d& cam Kt ngay kn dau tién.

(2) Nang lec phic w (Assurance): nimg pHim chit va ring luc
cua nhan viéndo long tin cho khach hangye £huyén ngtéip,
thaido lich sr, xem tong khach hang véiking giao tép tt.

(3) Tinh hu hinh (Tangibles): cac ptong tién/trang thét bi
phuc vu cho dch w, ngai hinh va trang piic caa nhan vién.

(4) Sr dong aim (Empathy): 8 quan tdm cim sécdén tirng ca
nhan khach hangén tirng yéu au dic biét caa khach hang.

(5) Kha nang dap ing (Responsiveness)ysmong min, sin
sang plc v cia nhan vién cungip dich w.

1.2.3.M6 hinh SERQUAL Téng hep

M6 hinh Servqual 3hg hyp xem xét ba nhardt hinhanh céng
ty, cacanh hrong bén ngoai va cac iniong marketing trugn thong,
nhu 1a nHing nhan é anh hréng dén ki vong W chit lwong K thuat
va chit lwong chirc ning.
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1.2.4.M6 hinh SERQUAL Thik bac va két qua

Chét lwvong dch wi dugc tao nén bi ba thanh phn o s3: chit
lwong trong tac, cht luong méi trdng Vat chit va chit luong két
qua. Mdi thanh pln oo s nay sauid s dugc tach ra thanh rimg
thanh pln nh hon dé danh gia.

Piéu kién
moi trudng

Ckﬁt Iugng Chét lwgng Swr hai long aia
moi truong [~ dich vu khach hang
vt chat

Chét luong
két qua
Hinh 1.5. M& hinh Thir bac va két qua

1.2.5.Cé4c thangdo
1.2.5.1.Thangdo SERVQUAL
1.2.5.2.Thangdo SERVPERF
La bién thé caa thangdo SERVQUAL, thangio SERVPERF ¢6
thé dwoc biéu dién dudi dang phrong trinh nlr sau:
SQ =Y Py
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SQ = CHit lugng dch w

k= S lwong céc thac tinh;

P; = Cam nhan aia khach hangdwyéu t6 i cua thupe tinh j.
Bang 1.1.Hai muoi hai yéu 6 va rim thanh phan

P tin cay (Reliability)

1 Khi céng ty XYZ hra lam ndt viéc gidé vao ndt thoi gian a1 thé, ho s lam.
2 Khi ban gip tré ngai, cong ty XYZ thrc ar quan tam va @i quyét.
3 Cong ty XYZ luéndang tin @y.

4 | Congty XYZ cung #p dich w ding vao thi diém nhr da hia.

5 | Coéngty XYZ khongié xay ra sai sét nao.

1] N ang luc phuc vu (Assurance)

6 Céch @ xir caa nhan vién cong ty XYZab niém tin cho fan.

7 Ban cam thiy an toan trong khi giacich wi cong ty XYZ.

8 Nhan vién cong ty XYZ luén Ain n va lich sr véi ban.

9 | Nhan vién cong ty XYZ cdu kién thirc dé tra oi cac cau hi cua an.
Il | Tinh h iu hinh (Tangibles)

10 | Congty XYZ c6 céc trang tti bi hién dai.

11 | Co so vat chit va phrong tién caa cong ty XYZ trongét hip dan.
12 | Nhan vién cong ty XYZ c6 trang pbdep va gn gang.

13 | Co s vat chit ciia cong ty XYZ phi bp véi loai dich wi cung ép.
IV | Swdéng cim (Empathy)

14 | Coéngty XYZ lubndic biét cha ydén ban.

15 | Congty XYZ c6 nhan vién Bi quan tamién ban.

16 | Nhan vién cong ty XYZ Ku rd nhing nhu du cia kan.

17 | Congty XYZ By loi ich aia kan ladidu tam ném aia ho.

18 | Cong ty XYZ lam véc vao nliing gio thuan tién.

\% Khé niang dap &ng (Responsiveness)

19 Nhan vién coéng ty XYZ chaah biét khi n&o thrc hién dich wi.
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20 | Nhan vién cong ty XYZ ludnis sang gitp 4.
21 | Nhan vién cdng ty XYZ nhanh choéngihhién dich wi cho an.

22 | Nhan vién cong ty XYZ khéng baodgijia n dén ndi khéngdapung yéu éu
1.3. SU HAI LONG C UA KHACH HANG
1.3.1.Céc yéu t6 tao nén sr hai long

Sur hai long c6 th xuat phat fr viéc tiéu ding an pham két hop,
vat chat va dch w, chir khéng plai do tiéu dung &n phim vat chit
thudn tay hdic sin prim dich w thudn tay. CHing han, khi & khach

san haic an tai nha hang, & nghiém hai 1ong caduoc [ tr cac yu
t6 haic cac thdc tinh dia cAc 8n pHim vat chit va dch wi tao nén.
1.3.2.Sy hai long aia khach hang

Su hai l1ong la néc do trang thai @am giac @a mjt nguoi co dugc
do so sanhét qua thu duoc tir viéc tiéu dung an phim dich w V6i
nhitng ki wng trréc d6 vé san pHim dich w (Kotler 2001).

Ki vong: dugc xem la & mongudc hay mongdoi cua nbt con
nguoi. N6 kit ngwdn tir nhu du c& nhan,strai nghiém va théng tin
bén ngoai nh quang céo, trugn mieng...

Nhu aiu c& nhanhinh thanhit nhan thirc con ngoi mong mwn
thoa man cai git6, nhr an udng, mua $m, théng tin liéndc...
1.3.3.Méi quan hé giira chét lugng dich va va ar hai long

Sy hai l1ong @a khach hang va éhluong dch w cé ndi quan
hé kha chit chg, chit luong dch w chinh la &n t tao nén & hai
long axa khach hang. Cac khach hang hai Iodg®& xu hréng tiéu
dung dch w nhiéu va throng xuyén bn va én sang gang cao ét
vé dich w d6 cho nliing ngroi ho quen bit.

1.4. NGHIEN CUU CHAT LUQNG DICH VU TRONG CONG
TAC QUAN TRI QUAN HE KHACH HANG
1.4.1.Gia tri cia quan tri quan hé khach hang
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1.4.2.CAc yéu té chir yéu cia quan tri quan hé khach hang
1.4.3.Méi quan hé giira nghién aru chat lweng dich vu va quan
tri quan hé khach hang
TOM TAT CHUONG 1
Chuong 1 dia d¢é tai trinh bay o so cac ly thugt vé chit luong
dich w, cdc md hinh SERVQUAL va céac thadg. Bé lam rd ton
nita W ban chit caa chit lvgng dch w, Chrong 1 ding da trinh bay
céc ly thuyt co lién quan rt thiét dén chit luong dch w.

Chwong 2
THI ET KE NGHIEN CUU

2.1. QUY TRINH NGHIEN C UU

Nghién aru so b
Thao luan, tham kiao
y kién chuyén gia

'

Co s ly thuyét va cac Thangdo
nghién cu trudc bandau

Thangdo

Nghién aiu chinh thic | 4 1angd
1en aru cnin uC chinh thic

<«—| ®Diéu chinh thangto

(n=234
! biéu ctinh nghién wu (réu cé’
Cronbach Alpha - Loai cac bén c6 1§ s tong quan bin tong nk
- Kiém tra ¢ <6 Alphe
Phan tich nharét - Loai cac bfin ¢ tong & EFA nhd
Kkham pha EFA - Kiém tra yéu t trichduoc
P - Kiém tra phrong sai trichiuoc

\4

iéu chinh nghién ¢u
(néu co

Hinh 2.1. Quy trinh nghién aru
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2.2. TIEN TRINH NGHIEN C UU
2.2.1.Nghién aru so' b

Nghién @ru sy by duoc thee hién bing phrong phapdinh tinhdé
diéu chinh thangfo cho pht bp. Nghién @u nay & dung K thuat
thao luan nhém, tham ko y kién chuyén gia.
2.2.2.Nghién atu chinh thirc

Nghién @u chinh thiic duoc thyc hién bing phrong phapdinh
lwong. Muc dich aia hréc nghién éu nay 1a kém dinh mé hinh
nghién &u chit luong dch w da xay dmg vado luong cac thanh
phan tao nén cht luong dch w trong mang bay gdc moi cua
Vietnam Airlines.
2.2.2.1.Phwong phép thu thip théng tin

Phrong phép thu tip thdng tindugc ar dung trong nghiéneu
nay l1a plbng Van trrc tiép theo ndt bang cau bi duoc thiét ké sin.
2.2.2.2 Kich thuéc miu

D¢ tai dr dinh € ¢6 9 $ quan séat cho 1 &i. Nhr vay, 5 luong
mau dy kién s 14 26 x 9 = 234 Au.
2.2.2.3.Ké hogch phan tich d ligu

a) Hé¢ s tin cdy Cronbach’s Alpha

b) Phan tich nhandkham pha EFA

c) Diéu chnh nghién éu (néu co)

d) Phan tich cac thanh gh tzo nén cht liwong dich w
2.3. XAY DUNG MO HINH NGHIEN C UU
2.3.1.Vai nét vé Téng Cong ty Hang khong Vet Nam (Vietnam

Airlines)

2.3.1.1.Lich s# hinh thanh va phat trén
2.3.1.2.Cac knh vc hogt dégng chinh
2.3.2.Mt sb nghién atu trén thé giéi vé chat lwgng dich va ciia
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nganh hang khéng & dung mé hinh SERVQUAL
2.3.2.1.Nghién a#u thir nhdt

Gido s Fareena Sultan va nhom nghi&mu ¢2000),da thrc hién
nghién ¢u: “Ki vong va @m nhin cia hanh khachfi may bay ¥
chat luong dch w (Airline passenger expectations and perceptions
of service quality)
2.3.2.2.Nghién aru thiz hai

Vinh Sum Chawa Yu-Ying Kao (2010)da thrc hién nghién
ctru: “Khodng céach 5 tronglo lirong chit lwong dich w hang khong
(Gap 5 in airline service quality performance measy’.
2.3.3.M6 hinh nghién aru

\/
v,
Q>
5
&
——

[ Nang luc phuc vu ]

Tinh hiu hinh ]4—[ CHAT LUOQNG DICH VU ]

/7

Sur dong Gim ]

Kha nang dapung

NNV \T/ \1/

e0eE0EEA0EC0OO00
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Hinh 2.4.Mb hinh nghién &u bandiu

2.3.4.Xay dung thangdo khao séat
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23 buU23 Nhan vién khéng quéibdé daptng cac yéu au dich w

24 bu24 Sr kip thoi, 18 rang &day du caa phéat thanh théng tin

25 buU25 Sr hién dién thuong xuyén aa tiép vién trong khi bay

26 DPU26 Sr ddy du & dé hiéu caa thong tin hn thi trén man hinh Video éu c6)

Stt

Ma héa

Dién giai

I. Thanh phan “D# tin cay”

1 TC1 Sr cam Kt vé thoi giandi & dén nhr da in trén vé

2 TC2 Sr nhanh gn chinh xéc & thi tuc xép chb & hanh Iy
3 TC3 Do an toan ga cac chuén bay

4 TC4 Sr hiéu qua trong cong tacix ly khiéu nai khach hang

II. Thanh phén “Ning luc phuc vu ciia nhan vién”

5 NL5 Kha nang hiéu & nim bét nhu du khach hang

6 NL6 Kha nang lam véc nhanh gn, thanh tho

7 NL7 Kha ning ngén ng & ki nang giao tép

8 NL8 Kha nang hxéng din chinh xac céc thtuc cho khach
9 NL9 C6 kén thirc trong vic giai dap cac caudi

1. Thanh ph 4n “Tinh h &u hinh”

10 HH10 Hinhanh & thuong hiéu cia Vietnam Airlines

11 HH11 S tién nghi, ach € & thoai mai aia phong ch

12 HH12 S hién dai cia may bay

13 HH13 S sach € caa khoang hanh khach trén may bay

14 HH14 S rong rai & thaii mai oia gk ngdi trén may bay

15 HH15 Dién mao, trangdiém & trang phic aia nhan vién

16 HH16 S day du vé s5 lugng bao & ap chi trén chu§n bay
17 HH17 Clwong trinh khach hang tiéng xuyén

IV. Thanh phan “Su déng cim”

18 DC18 Sr thuan tién & tan suit ddy du caa lich bay

19 PC19 Sr quan tamitén cac yéu au dic bigt cia khach hang
20 bC20 Thaidd chan thanh, nbt tinh & chuddo d@ia nhan vién
21 bC21 Sr thuén tién trong giao &th & phrong thrc thanh toan
22 bC22 Thaido tiép nhan y kién dong gép aa khéach hang

V. Thanh phén “Kh 4 ning dap ing”

TOM T AT CHUONG 2

Chuong 2 trinh bay chi ét thiét ké nghién ¢u, néu 1én quy trinh
nghién @u va tén trinh nghién &u cia dé tai.

Nghién aru v by dugc thec hién thong qua plong phapdinh
tinh sr dung K thuat thao luin nhém va tham Ko y kién chuyén gia
nhim diéu chinh haic bd sung céac thanh ph tao nén cht luong
dich w va céc bin quan séatio lvong cac thanh gin.

Nghién aru chinh tlirc s dung phrong phapdinh legng théng
qua plong Van truc tiép bing bing cau i thiét ké sin, di ligu thu §
dugc lam sch vadua vao phan tichamg phin mém SPSS.

Chwong 3
KET QUA NGHIEN CUU

3.1. THONG TIN M AU NGHIEN CUU
3.2. PHAN TiCH PO TIN CAY VA GIA TR I CUA DU LI EU
3.2.1.Hé sb tin cdy Cronbach’s Alpha

Thanh plan D6 tin ciy gdm 4 bién quan sét, thanh ph Nang fuc
phuc vu nhan vién §m 5 bién quan sat, thanh ph Tinh Hiu hinh
gom 8 béén quan sat, thanh ph Sy dong ¢im gdm 5 bén quan sat
va thanh phn Kha ning dapung ¢om 4 bién quan sat it ca déu co
hé sb twong quan kin tng lsn hon 0.3 va k& s Cronbach’s Alphay
trong khang [0.7 - 0.9], thando dat y&u du.
3.2.2.Phan tich nhan 6 kham pha
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Két qua KMO = .926 (>.5) va &i muc y ngha sig.000 nb hon
rat nhiéu so Wi @ = 5%, nén Vic phan tich nharbtla hoan toan phu
hop. Phrong sai trichdat duoc 14 60.017% (>50%)at yéu du. Hai
bién quan sat HH15 vAC18 ki loai do ¢6 ¢ sd tai nhan nid hon 0.5.
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Biang 3.18. Rotated Component Matrix®

. Thanh phan
Stt Phat bieu
1 2 3 4

1 |Théidoé tiép nhin déng gép v kén cia khach hang | BC22|.704

2 | Thaido chan thanh, nbi tinh & chudao dia nhan vién | DPC20|.699

3 |Kha ning ngdn ng & ki ning giao tép NL7 |.695

4 |Kha nang lam vEc nhanh gn, thanh tho NL6 |.681

5 |Kha ning hiéu & nim bit nhu éu khach hang NL5 |.673

6 | Co kién thirc trong visc giai dap cac caudi NL9 |.648

7 | Nhan vién khong quéh dé daping yéu éu vé dich wi | DPU23| .641

8 |Su quan tamién cac yéu au dic biét cia khach hang| BC19 | .615

9 | Sy thuan tién trong giao tth & phrong thic thanh toan| bC21 | .525

10 |Kha nang hréng din chinh xac cac thtuc cho khach |[NL8 |.519

11 |Dién mao, trangdiém & trang phic cia nhan vién HH15

12 | Sy thuan tién & tan suit dy di caa lich bay pC18

13 | Sy hién dai cia may bay HH12 .809

14 | Su tién nghi, ach £ & thoai méai aia phong ch HH11 742

15 | Sy rong réi & thai mai aia ghé ngdi trén may bay | HH14 .740

16 |Hinhanh & thuong hiéu cia Vietnam Airlines HH10 .647

17 | Su sach € cia khoang hanh khéach trén may bay |HH13 .628

18 | Sy déy du vé s5 lugng bao & ap chi trén chugn bay |HH16 .559

19 | Chuong trinh khach hang tiyng xuyén HH17 .556

20 | Sy hién dién thuong xuyén aa tiép vién trong khi bay BU25 .808

21 | Sydiy dit & d& hiéu cia thong tin Hin thi trén man hinh | DU26 679

22 | Sy kip thoi, rd rang &déy du caa phéat thanh thong tinbU24 .604

23 | Sy nhanh gn chinh xac & thi tuc xép chb & hanh ly | TC2 740
24 | Do an toan 6a cac chu§n bay TC3 676
25 | Sy cam Kt vé thoi giandi & dén nhrddintrénvé | TC1 535
26 | Sy hiéu qui trong cong tacix Iy khiéu nai khach hang TC4 512
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3.2.3.M0 hinh hiéu chinh

Theo Kt qua phan tich nhanétkham pha, hai Bn quan sat
HH15 vabC18 h loai khoi thangdo, con hi 24 bién quan sat. Ch
lwong dch wi ciia Vietnam Airlines trong emg bay gdc ni bay giv
duogc sip xép lai thanh 4 thanh gin.

\I/

Nang lrc phuc v
& sy dong am

[ Tinh hiu hinh

~—\

CHAT LUOQNG DICH VU ]

Vo

[ Kha nang daptng ]

\I/ NI/ A/

[ Do Tin ciy

—

000000000000

Hinh 3.1. M6 hinh hiéu chinh
TOM T AT CHUONG 3

Chuong 3da trinh bay & qua thing ké mé 4 miu nghién éu,
phan tichtanh gia thango va gia ti dit liéu. Két qua phan tichia dua
ra duoc mé hinh chi luong dch w hoan cinh aia Vietnam Airlines
trong mang bay gdc i, gom 4 thanh pin ciu thanh cht luong dch
vu, dugc do lwong bdi 24 bién quan s&ido 1a: “Niang hre phuc vu & Sw
dong cim”, “Tinh h @u hinh”, “ P tin cay” va“Kh & ning dap ang”.
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Chwong 4
HAM Y CHINH SACH

4.1. BINH LU AN KET QUA NGHIEN CUU

Vé mat phrong phap nghiénta, dé tai ¢a gop phn bd sung vao
hé théng do luong chit lwong dch wi dya trén & cam nhin cia
khach hangtéi véi nganh hang khéng néi chung va Vietnam Airlines
noi riéng. Bén gnh dod, con gilp cac nha nghiéaicva cac sinh vién
c6 thém mt pheong phap nghiénta dé tham khio, tng ding cho
cac nghiéneu aia minhg cac Inh wrc dich w khac.

Qua qua trinh nghiénta, cho thy, vé mat ly thuyét, cacddi
tuong nghién au khac nhau cé thco cac bin tiém an twong tr; tuy
nhién, do nétiic thu @a trng dbi twong nghién ¢u, dé phu kp cho
viéc nghién @u, cac bin giai thich cho cac B tiém an c6 thé duoc
diéu chinh va c6 s khac nhau.

Két qua nghién ¢u ding gi y cho cac nha lam céng tac nghién
ctu dich wi 1a khéng tlé nghién &u mot cach chung chung, duy y
chi, ma phi tién hanh coéng tado lrong sr cam nhan acia khéch
hang, trén ¢ s két qua phan tich cacidliéu thuduoc, msi cé duoc
nhitng Kt luan chinh xac & chit lvong dch wi do minh cunging.

Két qua nghién &u cing cho thy, néu ch dva trén o s ly
thuyét va cac Kt qua thyc tién cia cac nghiéntw di trudc dé dua ra
cac nhn dinh 1a chra thit sy phu lop ma phi tién hanh ko sat
thyc t va phan tich. Kt qua nghién ¢u chrong 3da ching minh,
mo hinh cht lugng dch w dugc xay drng trén o s ly thuyét phai
diéu chinh cho phu bip sau khidua vao kfio sat thec €.
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4.2. HAM Y POI VOI CONG TAC QUAN LY
4.2.1.K#ét qua théng ké mo &

Vietnam Airlines khi nghiénteu haach dinh chinh sach va tti
ké cac an pham dich wi, cin hét sic leu y dén cacddi tuong khach
thuoc phan th “khach céng w” va “khach du ich” dé tao ra nhiing
chinh sach va cadrs phim dich w phu hyp.

Khéch hangianh gia caoi ptim cia Vietnam Airlinesy mot
sb mat:

- Tha 1, “Lich bay” va “Tan suit bay”;

- Tha 2, la clit lugng dch w néi chung;

- Tha 3, “Chrong trinh khach hang tidng xuyén”.

Gia vé khong pihi 1a nhan & khach hang quan tam ghitrong
cac Id phan ciu thanh cht lvong dch wi caa Vietnam Airlines.

Cécdai ly ban vé may bay |a kénh phandplhinh thic va quan
trong aia Vietnam Airlines; do &, Vietnam Airlines phi c6 céac
chinh sach phiudp dé cacdai ly lubn xem Vietnam Airlines laru
tién hangdau trong véc gisi thiéu sin prim dén cho khach hang,
ching han:

- Co ck @6 tuong throng cho cadai ly c6 doanh & cao va co
chit lugng dch wi tét. Thanh ly kvp ddng ddi véi cacdai ly
hoat dong kém héu qua. Xir phat nang ddi vai cacdai ly 1am
sai quydinh, @ tinh tuc loi bat chinh khach hang.

- Tb chic cac &p dao to chuyén mdn, &i nghi hoi thao dinh
ki, dé cAcdai ly c6 dip giao lru traodoi kinh nghiém.

- H0 trg kinh phi cho cac h dong quing cao éa cacdai ly.

- Co6 ctt d6 vé mén giam aréc cho cac nhan viédai ly di
trén cac chugn bay @a Vietnam Airlines.

22

- Diéu chinh 1 I& chiét khdu hoa Idng dai ly thich hop Vi
tung th truong.
4.2.2.Kién nghi cai thién cac thanh pHin ciu thanh chit lweng
dich va

4.2.2.1.Thanh phin Néng lec phuc vu va Se dong aim

Chat lvgng aia thanh phn Ning hrc phic vu & Su dong cim dat
muc diém trung binh 13.0072

Dé duy tri va nang cao éhluong dch w, ngoai véc phai nd luc
duy tri va phat huy riing yéu 6 c6 diém £ trung binh trén 4,
Vietnam Airlines é@n phai quan tam &i thién cac yu t6 co diém
trung binh d@ai 4, ay thé:

- Thai dé tiép nhin y kién déng gop @a khach hang3.77):
Vietnam Airlines én ting arong dao ko, t© chic hoi thao dé
trao ddi kinh nghm gitta cacdon vi phuc wu tuyén trudc
trong toan mng, mdi cac chuyén gia ¢i & linh wic nay ¢
néi chuyén dé cai thién yéu t6 nay.

- Nhan vién khéng quédh dé dapiing yéu éu dich w (3.86):
Vietnam Airlines @n dua ra cac mc chuin ¢ thoi gian
phuc wu & tat ca cac khau, ninvay méi c6 cin or dé danh gia
cai thién yéu 6 nay.

- Sy quan tAmdén cac yéu €u dgc bict cia khach hang
(3.86: Trong giao dch, d6i khi phat sinh cac yéuia tir phia
khach hang va cac yéawcnay am ngoai niing cam Kt cia
san phim, coéng ty khéng thdaptng duoc, phai tir chbi. Hé
khach hang khéng ghy khi yéu éu dwa ra khéngituoc dap
rng, nhan vién & nhin yéu du van phii c6 thaido tir chdi
mot cach chuyén ngép; thit sy quan tdm va chiaés phai
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giai thich ré rang ¥i khach hang & viéc tai sao cong tydi
khéng ti¢ dapung duoc cac yéu au caa khachiua ra.

- Khd ning héu & nim hit nhu @u khach hang(3.99:
Vietnam Airlines pBi ting arong cdng taaiao wo dé nang
cao trinhdo chuyén mén cho nhan vién. Bémh do, phii
dong vién, khugn khichdé nhan vién cés nd luc rat 16n
trong viéc tr nghién ¢u hoc tip & nang cao trintdo kién
thic, ¢ trong chuyén mérah ngoai chuyén mén.

CAc yu t6 con hi, codiém  tir 4 try 18n; ddi vai cac yu 1 nay,
khéngdugc chi quan xem né vi trong kinh doanhdac biét 1a kinh
doanh dch w, do nhéu nguyén nhan, éhquan @ng nhr khach
quan, Kt qua hdm nay la t nay, nleng ngay mai c6 thkhac.bé
phét trén bin vitng, én phii thuong xuyén B luc cii tién dé c6 th
lam ©t hon nira cac khauidh w nay.
4.2.2.2. Thanh phin Tinh hizu hinh

Piém s chit luong aia thanh phn Tinh hru hinh 123.9801

Pé cai thién chit lvong aia yéu t “Su day du vé sb lwong béo &
tap chi trén chugn bay”, én phii cung d@p béo thém cho céc chiry
bay hdic t chic khio sat xem khach hang quan tafmh danh muc
b&o nao nkiu nhit, quadoé co th cung dp cac danh mc bdo ma
khach hang thichoc.

Chiat lugng phong chr dbi vai cac chugn bay qéc noi ciing la
yéu t cé $ diém trung binh khénguoc cao3.83 Trong thi gian
sap 16i, v6i nhitng rd luc trong vic phdi hop v6i cac Tong Cong ty
Cang hang khéngtiu tr nang dp cac san bay trongutic, nlim
nang ring hrc phuc wu ciing nhr chit lugng phuc wu, tién t6i chuin
hoa clat lwong phic w tai cAc san bay, hyong yéu t nay $ duoc
cai thién dang K.
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V& cheong trinh khach hang tiyng xuyén,dé cai thién yéu t
nay, Vietnam Airlines pi lam moi cAchdé cheong trinh ngay cang
tré nén thét thuc, 1a du ndi gin két gitra khach hang vadhg Céng
ty Hang khong @t Nam, dap ung ding s mong ndi cua cac ki
vién tham gia. Thong xuyén xem xétal cacdiéu kién va caaru dai
ctia chrong trinhdé c6 nhing diéu chinh cho phu bp voi xu hudng
chung @a th traong.
4.2.2.3.Thanh phin Khd nang dap ing

Thanh pln Kha ning dap ung, duoc do luong boi 3 yéu t6, co
diém & chit luong 143.955Q nguyén nhan do 2 td “Su day du &
dé hiéu cia théng tin hn thi trén man hinh Video” va iSkip thoi,
ré rang &day di cua phat thanh théng tin” cdiém  trung binh
dudi 4.

Vietnam Airlines &n nd luc xem xétai noi dung thét ké cho cac
thdng tindwoc hién thi trén cac bng dién tr va man hinh Video,
ciing nhr cac \ tri lap bang dién tr. Véi téc d6 hoi nhap nhr hién
nay, trong thi gian khéng lau; cit luong aia yéu t nay tr nhién §
dugc aii thién, do khach hangad din quen Vi viéc theo ddi thong
tin trén cac bngdién tr haac man hinh Video.

Con ddi véi cong tac phat thanh théng tisi tac san bay, theo
cha quandanh gid da ngroi lam nghién @¢u, mot bo phan khbng
nho khach hangti may bay trong méc van chra cé thoi quen trong
viéc theo doi cac phat thanhi san bay; do &, Vietnam Airlines
can leu y trong céng tacotchiac phat thanh, img nhr thiét ké noi
dung phat thanh, nén cé nghiéiructhéi quen tiéu dungiaa khach
hang trong néc dé c6 nhingdiéu chinh cho phu bp.
4.2.2.4.Thanh phin g tin cdy

Cam nhin chung éa khach hangd/thanh phn D¢ tin ciy la
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“Tét”, diém < chit lugng 124.0781

“Sy hiéu qua trong cong tac x Iy khiéu mai khach hang” khéng
dugc danh gia cao3.86) nhur 3 yéu t6 con hi. Véi két qua nhr vay,
Vietnam Airlines § phai xem ki quy trinh, céng tacdotchic, cong
tac trén khai vadao to. Cac nhan vién téy trugc phan lon la
nguoi tiép nhin khiéu mai coa khach hang. Bt du, c6 b phin
chuyén trach & ly; tuy nhién, phi quan trét dén trng nhan vién,
cong tac nay lai@ toan th nhan vién; nhan vién phcé trach nhém
ghi nhan, thdng ém va chia & vagi khach hang khi khach hang cé
van dé khiéu nai phét sinh. Nénfua cong tac nay vaosndungdao
tao nhan vién tugn tredc, dé nhan vién Bm duoc oo cau 6 chic cia
hé thong xir ly théng tin plan hoi, quy trinh Xr ly, cach thic va thai
do6 tiép nhan khiéu nai va dic biét 1a “minh € dong vai trd gl trong
hé thong.

Trong nganh @th w hang khéngdé “Su cam Kt vé thoi gian di
& dén nhr da in trén vé'dat gia ti tuyét doi 1a diéu hoan toan khéng
don gian, dé cai thién yéu t nay, khéng con cach nao khac ngoai
viéc dau tr mo rong doi bay, canddi lich bay cho bp ly, chi tong
vao cong tac 4o drdngdé han ché dén mirc thip nhit viéc chim/hay
chuyén bay vi ly do kthuat.
4.2.3.Chét lwgng dich va trong mang bay quic ndi cia Vietnam

Airlines

Theo @m nhin oia khéch hang, “Ch lwong dch w cia
Vietnam Airlines trong nng bay qéc noi” 1a “Tét”, diém  trung
binh 4.0051 Tuy nhién,day la cht lvong Hng th, néu phan tich
tirng thanh phn va trng yéu t, chit lugng gita cac thanh gim va
cac yu t6 van chra thit sy ddng déu. Do Wiy, dé nang cao cht
lwong dch w, phét trén mot cach Bn vitng, Vietnam Airlines &n
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phai nd luc trong véc cii thién cac yu tb con chradat yéu du, duy
tri va phat huy cacéy t c6 chit luong rbi troi.
Bang 4.5. CHit lweng dich vu

Phat biéu trﬁézmbfgh
F3 | Kha nangdépung 3.9550
F2 | Tinh Hu hinh 3.9801
F1 | Ning hrc phuc wu & Sy ddng aim 4.0072
F4 | Do tin ciy 4.0781
CLDV Chit lwgng dich vu 4.0051

TOM T AT CHUONG 4

Chuong 4 da dra trén Kt qua nghién &u thdng ké mé 4 caa
Chuong 3dé dua ra niiing binh lan va kén ngh; dong thdi phan
tich chit lugng aia tng yéu o cia cac thanh gim tao nén cht
lwong dch wi, néu It nhitng diém yéu vadiém manh aia tng yéu
t6 cia trng khau trong chii san ptim dich w, trén @ s d6 dua ra
nhitng nhin dinh va kén ngh d Vietnam Airlines c6 niing tham
khao trong véc hach dinh chinh sach marketing, chinh sééo to
huan luyén, i tién quy trinh va thit ké sin prim dich w, nhim
nang cao cit lugng dch w cungung.
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KET LU AN

I. DPong gop da nghién aru

Tha nhit, dé tai da 1am rd phn ndo cac ly lén co ban V& dich w
va chit lugng dch w.

Thi hai,dé tai ¢4 dat duoc muc tiéu nghién gu bandau dé ra la:

X&c dinh cac thanh pgim ciu thanh cht lvong dch w trong
mang bay géc noi caa Vietnam Airlines;

Khao séat g cam nhin cia khach hangdvcac thanh pin ciu
thanh clit lugng dch w trong ming bay géc noi cua
Vietnam Airlines théng qua pihg van tryc tiép bing hing
cau hi;

Trén @ sv két qua nghién ¢u, ¢ tai da tién hanh phan tich,
binh Itin vadua ra kén ngh nhim cii tién nang cao ch
lwong dch w.

Th ba,dé tai da gilp cac nha nghiénire, cac sinh vién va cac
doanh nghip mit phrong phap nghiénia dé tham kao.
Il. Han ché caa nghién atu

Chua c6 & phan tich so sanhsivchit lwong dch w cua cac
déi thu.

Chi ding ki muc d6 nghién ¢u chit lvong dch w trong
mang bay géc noi dua trén g cam nhin caa khach hang.

lll. Hwéng nghién aru tiép theo

Phan tich cft lvong dch wi cia cacddi thu canh tranhdé cé
sy so sanh, 1am rd #h manh va nit yéu vé chit lugng dch
vu cia Vietnam Airlines.

Nghién au chit lugng dch wi trong mang bay géc .
Nghién @u “Su anh hréng” caa “Chit lwong dch w” dén
“Su hai long” va “Long trung thanh”ua khach hang.



