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LOI MO DAU

1. Tinh cép thiét va muc tiéu nghién ctru ciia dé tai

Hién nay nudc Viét Nam ta ¢6 mbi quan hé v6i nhiéu t6 chirc qubc té va hau
hét cac nén kinh té trén thé gidi. Nam 2006 nudc Viét Nam ta da dugc danh dau 1a
mot ndim mé dau cho sy quyét tim cua Péang va Nha nudc ta trong viéc dua dit
nude ra khoi tinh trang kém phat trién vao nam 2010: viéc nudc ta gia nhap T6 chuc
thuong mai thé giéi WTO va td chirc thanh cong tdt dep hoi nghi cac nha 1anh dao
kinh t& APEC lan thir 14, ddng thoi 1a tmg cir vién duy nhat khu vuc chau A vao Hoi
ddng Bao An Lién hiép Qudc dd ching minh cho diéu d6. Hoi nhap kinh té thé giéi
trén toan cau 12 nhu cAu ndi sinh caa ban than nén kinh t& Viét Nam, van dé dit ra
12 1am thé nao dé hoi nhdp ma van dam bao doc 1ap tu chu, khong danh mét truyén
théng va dam bao an ninh trat ty, xa hdi phat trién 1anh manh va vin minh. Cung voi
su hoi nhap trong nén kinh té ciia ca nudc, nganh hang khong phai that sy c6 nhiing
viéc chuyén minh trong moi linh vuc dé hoa nhép va bét kip tdc do phat trién cua
cac nudce trong khu vuc va thé gidi.

Trong nhitng ndm qua, thi trudng van tdi hang khong trén th€ gidi dang
phuc hdi manh mé, dic biét thi trudng hang khong trong nudc di ting trudng
vudt bac 1am cho cung khong dd ciu do thi trudng ting dot bi€n va khdng theo
qui ludt. Tai sin bay Lién Khuong - Pa Lat, thi trudng van tai hang khong cling
chiu anh huong chung, nhung tang truéng khong manh nhu nhitng khu vuc khéac.
C6 thé nguyén nhan chinh 1a do y&u t& van chuyén dudng bo hién nay 13 kh4 tot
va hanh khach ndi dia chua biét rd vé van tdi hang khong.

Trong bbi canh kinh té thé gidi dang phat trién nhu vii bio cung véi xu
hudng toan cau hoéa nhu ngay nay, dat nudc Viét Nam ching ta mudn phat trién thi
phai hoi nhap va hing hang khéng qudc gia Viét Nam — Vietnam Airlines ciing
dang dung trude nhimg thach thirc va co hoi méi trong lich st phét trién ctia minh.

Cung voi viée da gia nhap AFTA, APEC, WTO, Vi¢t Nam ching ta cling phai tung



budc mé cira bau troi, mé rong thi trudng hang khong trong khu vuc va thé gidi,
mot diéu chic chin rang Vietnam Airlines that sy phai d6i mit v6i nhitng hang hang
khong hung manh trong khu vuc va thé gidi, khi ché do bao hod khong con nira, that
su phai gip nhirng ddi tha canh tranh manh c6 lich st hinh thanh tir 1au doi va kinh
nghiém day dan hon minh rat nhiéu.

Hién nay, nhiéu qudc gia d3 ap dung tiéu chuan chat luong dich vu sn bay-
ASQ (Airport Service Quality) trong dich vu khach hang tai cac san bay. B9 ti€u
chuin nay vua la diéu kién bit budc, vira 1a nhan t6 chinh tao ra sttc manh canh
tranh giita cac san bay qudc té trong viéc thu hat va duy tri khach hang. Cac san bay
& Viét Nam hién nay chwa ap dung b tiéu chuan nay nén chét luong dich vu khach
hang con nhiéu yéu kém, chua lam hai 10ng khach hang.

Hang hang khong qudc gia Viét Nam — Vietnam Airlines dang dimg trudc
mot cude canh tranh quéc té rat gay git. Dé co thé canh tranh tdt v6i cac hing may
bay nuéc ngoai, hang khong Viét Nam can phai tim ra nhitng giai phap, phuong
phap kinh doanh nhim ning cao ning luc canh tranh cia minh & trong nudc, trong
khu vuc va trén thé gigi nham pha hop véi tinh hinh méi hién nay. Mot trong nhimg
giai phap dé nang cao ning lyc canh tranh ctia minh 1a phai tao ra sy khac biét giira
san pham ctia minh va nhitng d6i thu canh tranh, théng qua viéc hoan thién va nang
cép chat lwong dich vu phuc vu hanh khach cua minh theo bd tiéu chuan ASQ.

Thong qua nhan thirc trén, chung toi chon dé tai vé “Gidi phdp néng cao
chit lwong dich vu hang khong tai sin bay Lién Khwong — Pa Lat". Muc tiéu
ctia dé tai 1a trude hét 1am rd thuc trang hién nay cia dich vu hang khong tai san
bay Lién Khuong — Pa Lat, thir dén dua ra cic giai phap nhdm ning cao ning luc

phuc vu hang khong cua Vietnam Airlines tai san bay bay Lién Khuong — Da Lat.
2. P6i twong, pham vi va phwong phap nghién ciru

Poi twong nghién ciru : Dé tai nay tip trung nghién ctru, phan tich thuc
trang chét lugng dich vy va cac yéu td anh huodng dén chat lugng dich vy van

chuyén hanh khach cua Vietnam Airlines tai sdn bay Lién Khuong - Da Lat trong



thoi gian qua.

Pham vi nghién ciru : Dé tai nay chi tdp trung nghién ciru sau vao linh vuc
chét lugng dich vy van chuyén hanh khach ctia Vietnam Airlines tai san bay Lién
Khuong - Pa Lat, tir d6 dua ra cac giai phap nham hoan thién va nang cao chat
lugng dich vu van chuyén hanh khach cua Vietnam Airlines tai san bay Lién
Khuong - Pa Lat va gop phan nang cao ning luc canh tranh cia Vietnam Airlines

va cac san bay dia phuong trong nudc.
Phuong phap nghién ciru

Tac gia st dung phuong phap nghién ctru ciia kinh té€ hoc, chu yéu 1a so
sanh, qui nap, théng ké, du bdo... dya trén mdi quan h¢ bién ching va lich st gitta
céc yéu tb phan tich, danh gia, tir d6 rat ra nhitng két luAn mang tinh thyc tién phy
hop véi diéu kién khai thac cia Vietnam Airlines.
3. B cuc ludn vin

Luéan vin gém ba chuong chinh nhu sau:
Chuong 1: Tong quan vé nganh hang khong Viét Nam
Chuong 2: Phan tich chét lwong dich vu hang khong tai san bay Lién Khuong —Da
Lat
Chuong 3: Giai phap nham nang cao chat lugng dich vu hang khong tai san bay
Lién Khuong —Pa Lat

Vi trinh d§ va kha nang nghién clru con han ché, nén luan van chic chin
khong thé tranh duoc nhiing thiéu sot nhat dinh, rat mong nhan dugc su gitp do cua

thay c6 va céac ban.

TP.H6 Chi Minh, nim 2007
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CHUONG 1

TONG QUAN VE NGANH HANG KHONG VIET NAM

1.1 Lich sir hinh thanh nganh hang khong thé giéi

Tu xa xua, con nguoi da mo udc bay dugc nhu chim va khat vong nay luén
am anh ho. Cudi cung giéc mo do trd thanh hién thuc, khi anh em nha Wright da
ché tao va thir nghi¢m chiéc tau luon dau tién ctia ho gén Kitty Hawk, bic Carolina,
vao nam 1900, va thir nghiém chiéc thi hai vao nam 1901.

Sau khi theo ddi chuyén bay ciia anh em nha Wright & Le Mans, Louis
Bleriot ngudi Phap da ché tao chiéc may bay mot 16p canh. Chiéc may bay nay da
trd thanh hinh miu cho nhiing thiét ké tuong lai. Ngay 25/7/1909 ong trd thanh
ngudi dau tién bay qua Eo bién Anh .

Sau d6 2 thap ky , Charles Lindbergh dwa nganh hang khong thé gidi t6i
nhimng d6 cao méi bang cach bay mot minh khong ngimg nghi qua Pai Tay Duong,
tir New York t6i Paris. Chiéc may bay mang tén Spirit of St Louis d& hoan tat
chuyén di trong chua day 34 gio.

Frank Whittle 12 ngudi ché tao ra dong co phan lyc. Nhimg chiéc may bay
dan dung ¢ 16n, toc d6 nhanh va hiéu qua, c6 thé ché hang trim hanh khach va
hang hoa céng kénh, di tao ra mot nganh van tai maoi.

Dan dau cic loai may bay chd khach 1a Boeing 707. Chiéc Boeing 707
nguyén mau dau tién, kiéu 367-80, cat canh vao ngay 15/7/ 1954 tir Renton Field,
Seattle, téi Baltimore véi van toc 989 km/h. Vao nam 1957, Boeing 707 tr¢ thanh
may bay phan luc dau tién cung cép dich vu chd khach thuong xuyén.

Vao nam 1956, Anh va Phap bit dau ché tao loai may bay co thé di vé6i toc
d6 gip 2 lan téc do 4m thanh. Chiéc Concord dau tién cét canh tir Toulouse, Phap,
vao nam 1969.

Dén nay nganh hang khong thé gii di phat trién voi mot cong nghé rat cao
voi cac loai may bay nhu Boeing 787, Airbus A38 c¢6 kha nang cho dugc trén duoi

1000 hanh khach va bay voi toc do trén 1000Km/ gio.



Tinh trén toan thé gidi, nganh van tai hang khong mang lai doanh thu t6i 50
ty USD mdi nim. Doanh thu tir van tai hang khong chiém mét ty trong 16n trong
tong doanh thu cia mot sb hang. Chang han, con sb6 do6 1a 32,7% tai Korean Air,
29% tai Asiana va 28,5% tai Cathay Pacific (theo s liéu cua Hiép hoi hang khong
chau A — Thai Binh Duong). Hiép hoi Van tai hang khong qudc té cho biét: tir thang
10 t6i thang 12 nam 2006, doanh thu tir van chuyén hang hoa chiém téi 10% tong
doanh thu ctia Japan Airlines. Doanh thu van chuyén hang hoa ciing chiém khoang
12% tong doanh thu trén thi trudng hang khong thé gidi. Hang san xudt may bay
Boeing méi ddy du doan rang thi trudng van tai hang khong s& ting trudng trung
binh 6,2% mdi nim trong 20 nim t&i, cao hon mirc ting truéng cua nganh van
chuyén hanh khach va ca nén kinh té toan ciu.

Kinh doanh van tai hang khong 1a mdt hoat dong khong thé thiéu, 1a mot
trong nhitng nganh kinh té mii nhon ctia mot qudc gia. Nganh hang khong khong
chi phuc vu cho su phat trién ciia nén kinh té quéc dan ma con dong vai tro nhu
chiéc cau ndi trong quan h¢ hop tac kinh té, chinh tri vin hoa caa mdi dat nudc,
mdi quéc gia va dan toc trén thé gioi.

Kinh nghiém thé giéi cho thdy: nganh hang khong dan dung chi phat huy
duoc tiém nang hi¢u qua kinh té x4 hoi to 16n khi dugc sy quan tam dung muc cua
Nha nuée va c¢6 nhitng dic diém sau:

- Nganh hang khong 1 nganh kinh t& c6 hé s tac dong cao dén su phat trién cua
hau hét cac nganh, Iinh vyc kinh té x4 hoi cua mot dat nudc, trong do su phat
trién cua van tai hang khong 1a yéu t6 khong thé thiéu duoc dé hinh thanh nén
mot trung tdm thuong mai va dich vu.

- Céc dinh huéng cong nghé ky thuat tién tién trong nganh hang khong cé tac
dung thac diy qua trinh phat trién nén kinh t& qudc dan caa mot dat nude, mot
quéc gia.

- Tinh quéc té héa cia nganh hang khong tao co so dai han cho sy phat trién kinh

té theo dinh hudng xuét khau ciia toan nganh kinh té.



- Su phat trién ciia nganh hang khong cho phép khai thac hiéu qua cac nén kinh té
16n va ngdy cang ting ctia mot dt nudc.

- Néu c6 su dau tu chinh dang thi nganh hang khong trd thanh nganh kinh té c6
hiéu qua cao, gop phan tao ngudn thu 16n cho ngan sach Nha nudc va dic biét 1a
thu ngoai té

Vi vay néu nganh hang khong duoc dau tu ding va phat trién tot voi nhiing
chién luge ding, n6 s€ co tac dung tich cuc dén su phat trién kinh té cia mot dit
nude va toan thé gidi
1.2 Gié6i thiéu vé nganh hang khong Viét Nam
1.2.1 Qua trinh hinh thanh

Nganh Hang khong dan dung Viét Nam ra doi theo nghi dinh cta Thu
tuéng Chinh phul s6 666/Ttg ngay 15 thang 01 nam 1956 . Trong nhitng nim dau
thanh 1ap , toan nhanh chi c6 d6i ngli may bay gdm 5 chiéc chu yéu 13 cua Lién X6
cii nhu IL-14, AN — 2, Aero- 45. Cong tac chu yéu 1a phuc vu cong tac qudc phong
va chuyén co.

Pé dap tmg nhu cau phat trién kinh t& sau ngay dat nuéc hoan toan thdng
nhat, ngay 11 thang 02 nim 1976 Thua tuéng chinh phii di quyét dinh thanh lap
Téng Cuc Hang khong dan dung Viét Nam theo nghi dinh 28 CP va day 1a budc
ngodt quan trong trong sy phat trién cia nganh Hang khong dan dung Viét Nam.
Trong giai doan nay, nganh hoat dong theo co ché bao cip, doi may bay duoc bd
sung thém nhu IL-18, I[L-62, DC-4, DC-6 ,TU-134.... Mang dudng bay ndi dia budc
dau da duoc mé rong nhung dudng bay qudc té con nhiu han ché, chu yéu la di cac
nuée nhu: Trung Qudc, Lao, Campuchia va Thai Lan...

Ngay 12 thang 4 nam 1980, Hang khong dan dung Viét Nam chinh thuc tro
thanh thanh vién caa T6 chire Hang khong quéc té ICAO

Ngay 29 thang 8 nim 1989 Chu tich Hoi dng B6 truong dd ky quyét dinh sb
225/CP thanh lap Tong cong ty hang khong Viét Nam tryc thudéc Cuc hang khong
dan dung Viét Nam va day la mdt budc danh dau su phan chia rach roi gitra chuc

nang quan ly Nha nudc va chic nang kinh doanh cia doanh nghi¢p



Ngay 20 thang 4 nam 1993 Bo truéng Bo giao thong van tai da ky quyét dinh
s6 745/TCCB/LD thanh 1ap Tong cong ty hang khong Viét Nam 14y tén giao dich
qudc té 1a Vietnam Airlines Corporation theo chi thi s6 234/CP ngay 01 thang 7 nim
1992 ciia Chu tich Hoi dong Bo trudng. Ngay 27 thang 5 ndm 1995 Thu tudng
Chinh phu di ky quyét dinh s6 328/Ttg vé viéc hinh thanh lai Téng cong ty hang
khong Viét Nam . Tir giai doan nay, Tong cong ty hang khong Viét Nam da dugc
cling cd vé mit td chirc hoat dong voi tu cach 1a mdt tap doan kinh doanh vén tai
hang khong 16n cia Viét Nam.

Trai qua hon 10 nam hoat dong kinh doanh, Vietnam Airlines da cé nhiéu
budc phat trién 16n trong nhiéu linh vuc, tir nhimg ngay dau con nhiéu kho khan va
han ché, Vietnam Airlines da ting budc khéc phuc kho khan, mo rrong hoat dong
san xuat kinh doanh va hop tac qudc té. Bén nay Vietnam Airlines da lam chu duoc
nhiing cong nghé may bay hién dai va dugc danh gia 1a hang Hang khong c6 doi
ngil may bay tré voi mang dudng bay trong nudc va quoc té ngdy cang mé rong
1.2.2 Chirc nang va pham vi kinh doanh

Nganh hang khong Viét Nam c6 nhiing chirc nang sau:

Mot la Van tai hang khong

Trong nhitng nam tir 1993 dén nam 1996 Vietnam Airlines c6 toc do ting
treong vé van chuyén hanh khach 14 35%/nim. Tir mot hang hang khong nho bé,
Vietnam Airlines dén nay da trd thanh mot hang hang khong c6 tén tudi, duge biét
dén trong khu vuc va duoc thé gidi danh gia 1a mot hang hang khong c6 toc do ting
truong tot va manh mé trong twong lai.

Ngoai Vietnam Airlines, Tong cong ty hang khéng Viét Nam con ¢ cong ty
bay Dich vu VASCO. Céc hoat dong cuia VASCO hién nay bao gém bay chup anh
trén khong va dia 1y, khao sat dia chit, Ctru thuong, van chuyén hanh khach trén
mot sb duong bay ndi dia.

Ngoai ra, Vietnam Airlines con c¢6 dich vu dong bd trong day chuyén vén tai
hang khong nhu : dich vu thuong mai mat dat, dich vu hang hoa, bao dudng va sua

chita may bay....



Tai san bay Lién Khuong — Pa Lat, Vietnam Airlines chi dam nhan dich vu
van chuyén hanh khach, dich vu hang hoéa, bdo dudng va sua chirta may bay, cac
dich vu khac hién nay déu do Cang hang khong san bay dia phwong dam nhén.

Hai la cac dich vu kinh doanh khac

Ngoai dich vu van tai hang khong va cac dich vu déng bo trong day chuyén
van tai hang khong, Tong cong ty hang khong Viét Nam con kinh doanh cac dich vu
khac nhu :

+ Kinh doanh van tai O t6, dich vu thuong nghi¢p, an uéng, nha hang, khach
san, cra hang mién thué, san xuét thuc phém....

+ Kinh doanh vé xang dau.

+ Dich vu uy thac xuat nhap khau.

+ Dich vu cung cip lao dong trong chuyén nganh hang khong.

+ Céc hoat dong dich vu lién quan dén xay dung cong trinh, san xuit nhua,
gidy in 4n, khao sat va thiét ké...

1.2.3 Tinh hinh hoat dong kinh doanh cia Vietnam Airlines tai sin bay Lién
Khwong - Da Lat

Theo két qua diéu tra vé dich vu trén khong ctia 67 hing hang khong trén thé
gioi trong thoi gian qua : Vietnam Airlines dugc xép thir 43 trong dich vu phuc vu
hanh khach hang phé thong va thir 56 trong dich vu phuc vu hanh khach hang
thuong gia. Pay 1a con sd khiém tén nhung dd cho thiy Vietnam Airlines di co
nhimg budc phét trién tot. Tai san bay Lién Khuong Pa Lat, chung ta c6 thé thiy

két qua van chuyén hanh khach va hang hoa ctia Vietnam Airlines qua bang sau:

Bing 1.1 Két qud vdn chuyén hanh khdch va hang héa tai sdn bay Lién Khwong
(BVT : 1000 khach v a 1000 kg )

2003 2004 2005 2006
Nam
Hanh khdach | 4,68,328 5,163,212 6,124,746 6,928,561
Hang hoa 65,771,000 |82,385,000 |91,646,000 |107,935,000

( Nguén tai van phong dai dién Vietnam Airlines tai Pa Lat )
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Biéu do 1.1 Biéu do két qud vin chuyén hanh khdch tai sdn bay Lién Khwong

(BVT : 1000 khach )

8,000,000
7,000,000

6,000,000 ——

5,000,000 ——

4,000,000 ——
3,000,000 —— —

2,000,000 ——

1,000,000 ——

2003 2004 2005 2006

Biéu db 1.2 Két qud van chuyén hang héa tai san bay Lién Khuwong — Da Lat

(DVT: 1000kg)

120,000,000

100,000,000 Pt

80,000,000 //

60,000,000

40,000,000

20,000,000 -

2003 2004 2005 2006

(Nguén tai van phong dai dién Vietnam Airlines tai Pa Lat )

1.2.4 T6 chirc va co ché quan Iy

Vietnam Airlines hién nay vé t6 chiic va co ché quan 1y c6 mo hinh giong

Singapore Airlines, mét tap doan dugc xép hang cao nhat vé hi¢u qua san xuat kinh
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doanh va ning lyc canh tranh trong kinh doanh van tai hang khong thé gidi. Tuy
nhién, diém khac biét 1a Singapore Airlines 1a mdt tdp doan kha 16n va chi hoat
d6ng khai thac hang khong trén dudng bay qudc té. B6 may hoat dong ctia Vietnam
Airlines duoc thanh 1ap trén co s cia Tong cuc Hang khong cii . Hién nay Tong
cong ty Hang khong Viét Nam 14y Viétnam Airlines 1am nong c¢6t bao gdém khdi

hach todn tap trung v6i 7 don vi, 12 don vi hach todn doc 1ap va 1 don vi doc 1ap.

Uu diém ctia viéc t6 chiic cd quan quan 1y chung giita Vietnam Airlines va
Téng cong ty hang khong Viét Nam 1a tinh gidn dugc bd may quin 1y va tranh
dugc tinh trang “chdi voi” néu td chifc cd quan riéng cho Tdng cong ty. Ngoai ra
phan dinh rd chifc ning quan ly Nha nudc va quén ly kinh doanh trong nganh
hang khong, ting cudng quin ly Nha nudc ddi véi cdc hoat dong sdn xuit kinh

doanh.
Nhuge diém chinh la:
Hoat dong ciia tdng cong ty va khdi hach todn tip trung bi 1an 16n.

Mo hinh Téng cong ty hang khong Viét Nam hién nay chi 1a sy 1ip ghép co
hoc cdc doanh nghiép hoat dong theo nghi dinh 388/HDBT, viéc thanh 1ap Téng
cong ty 12 theo ménh lénh hanh chinh, chit khong phdi xuat phat tir qui luat
khich quan cda viéc hinh thanh cic Téng cong ty 16n thdng qua qud trinh tich tu,
tap trung va ddu tuw von. Do d6 tinh thdng nhat Igi ich chung giita Téng cong ty
va cdc don vi thanh vién chua dat dudc.

Noi dung cht s& hitu vén chua dugc xdc dinh ro rang giita Téng cong ty va
cdc don vi thanh vién. Von clia Téng cong ty don gidn chi 1a con s& cdng tir von

ctia cac don vi thanh vién hach todn ddc l1ap truGe khi sat nhap.



12

1.2.5 Véon va tai san

Hién nay von va tai sdn cda Téng cong ty hang khong Viét Nam so vdi cdc
hang hang khong trong khu vuc van con rit nhd bé, khong tuong xdng véi qui
mo sdn xudt v mat cAn ddi trong co ciu von. Tinh trang chung trong toan Tng
cong ty 12 thi€u von, dic biét 1a von dau tu phdt trié€n dodi bay. Hau hét ngudn
von kinh doanh ctia Téng cong ty hang khong Viét Nam dudc bd sung tir 1gi
nhuin, téng s6 von ngin sdch nha nudc giao chi 1a 269,2 ty déng tuong duong
9,45% téng s& von kinh doanh. Tdng gid tri tai sdn thudc s hitu nha nudc cla
Vietnam Airlines chi c6 225,4 ty dong tuong duong 7,8% tong s6 von kinh doanh.
Vén luu dong ciia hau hét cdc don vi thanh vién trong Téng cong ty hang khong
Viét Nam thi€u trim trong. Téng nhu ciu von luu ddng, vdi qui md san xuit hién
nay can khodn 800 — 1000 ty dong, trong khi d6 ngudn von lvu dong thuc chi ¢
vao khodn 300 ty dong.

Hién nay Téng cong ty hang khong Viét Nam cin hd trg vé von d€ ning
cao nidng lyc canh tranh, khd ning quén 1y so vGi cac hing hang khong trong khu
vuc
1.2.6. D0i ngii may bay

Trong khai thdc hang khong thi tai sdn chinh 1a d6i ngii may bay, hién nay

Vietnam Airlines c6 ddi ngii mdy bay nhu sau:

10 may bay BOEING 777.

- 10 may bay AIRBUS 320.

- 03 may bay AIRBUS 330-300
- 10 may bay AIRBUS 321

- 10 may bay ATR 72

- 02 may bay FOKKER 70
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DPoi mdy bay s& hitu bao gdm c4 vay mua, chi€m 19%, qui ddi theo tdng s&
gh€&, hoic chi€m 30%, néu tinh tong s chiéc. Trong khi ty 1& nay ctia cdc hing
khdc trong khu vuc 1a 70 — 80%. Ty 1& mdy bay s& hitu thidp so vdi cdc hing,
nhA't 12 loai mdy bay chd luc tir 150 chd trd 1&n, 12 mot han ché 16n vé ning luc
sdn xudt va tai chinh cda Vietnam Airlines
1.2.7 Co sé ha tang ky thuat

Vietnam Airlines hién nay c6 2 c¢& s§ k§ thuit chinh gdm 2 xi nghiép stra
chita m4y bay; Xi nghiép A 75 & thanh phd Ho Chi Minh va xi nghiép A 76 & tai
Ha Noi. Ngoai ra Vietnam Airlines ¢6 01 phong k¥ thuat tai sin bay Pa Ning dé
hd trg phuc vu k§ thuadt may bay cho khu viuc Mién Ttrung va TAy Nguyén. Cong
viéc chd yé&u cua céc co sd nay la phuc vu khai thdc va thuc hién stta chita dinh
ky dén C check cho cdc loai may bay ATR 72, Focker, A 320. Con khi dai tu D

check thi phai thyc hién & nuéc ngoai,

Co s8 bdo dudng clia Téng cong ty hang khong Viét Nam van con nhitng
han ché& nhat dinh, d6 13 hé thong Hangar nhd hep khong tuong thich va dong bo
véi cdc thi€t bi méi sau nay vi vy khong tranh khdi nhitng di€u ba't cap

Phuong tién va trang thi€t bi phuc vu mit dit tai cdc cdng hang khong san
bay clia Téng cong ty tAp trung chi y&u vao 3 san bay qudc t€ Ha Noi, Pa Ning
va TP. HO Chi Minh, con cdc sian bay dia phuong nhu sin bay sin bay Lién
Khuong - Pa Lat hién nay dang trong giai doan b3 sung hién dai héa titng budc
nhung néi chung 12 con kh4 so sai, chii y&€u 1a st dung lai trang thi€t bi cii tir 3
san bay chinh chuyén dé&n va cong viéc 12 ban thi cong
1.2.8 Ngudn nhin lyc

Pén nay tdng s6 lao dong clia Téng cong ty hang khong Viét Nam 1a

khodng 15.000 ngudi, trong d6 tdng sd lao dong cia Vietnam Airlines 12 khodng
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8.200 ngudi vé6i tudi ddi tuong doi tré (85% dudi 36 tudi va chi c6 2,3% trén
50%, trong d6 cdn by quéan 1y chi€m 8,3%, d6i ngii phi cong 4,5%, ti€p vién

14,2%, nhan vién ky thuat 6,5%, nhan vién mit di't 66,5%.

Trong nhitng nim qua, Vietnam Airlines da dic biét chd trong dén cong tic
hudn luyén, dao tao dodi ngii ngudi 14i, k§ thuat vién. Hién nay, Vietnam Airlines
da co ban ddm nhiém khai thdc, bdo dudng cdc loai mdy bay ATR72, Foker,
cung ng dugc toan bo 1ai phu va khoang 3/4 1ai chinh cdc loai may bay A 321,

B767, chi phai thué mot s lugng it ngudi ldi nude ngoai.

Doi ngii nhan vién phuc vu trén khong (ti€p vién) va mit dat trong thdi
gian qua ciing d3 dudc chi y ddo tao theo cdc tiéu chuidn, k§ thuit nghiép vu
cia Hiép hoi hang khong thé gibi, vi vAy chat lugng phuc vu ngay cang dudc cdi

thién va gy 4n tugng tot cho khdch hang.

Poi ngii cdn bd quin 1y phan 16n clia Tdng cong ty hang khong Viét Nam
da dugc dio tao lai dan tirng budc, co ban dap tng cic cd ché quan 1y mdi va
ti€p cin din v6i trinh dd quoc t&. Tuy nhién vin c6 mot s& cdn bd chua ddp ng
dudc yéu cau ngay cang cao cla cdng viéc.

1.3 Cac nhan t6 dnh hwéng dén dich vu hang khong
1.3.1 Khai niém

Dich vu hang khong 13 nhim van chuyén hanh khach, hang hod tir ndi nay
dén mot noi khac va nguoc lai. Py 1a mot qua trinh lién tuc trude chuyén bay cho
dén sau chuyén bay, tir mat dat dén trén khong. San phim van tdi & day bao gom:
cac duong bay truc tiép va trung chuyén, lich bay khai thac, dich vu trudc khi bay
tai cac phong ban vé va tai san bay, dich vu trong va sau khi bay. N6 c¢6 nhitng ddc

o
di€ém cd ban sau:
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Dich vu hang khong 1a mot dich vy khong dv trit dudc, khi mot chuyén bay
da cAt cdnh thi nhitng chd tréng trén mdy bay khong c6 khach ngdi khdng bao

gid ban lai dugc, nghia 1a hang hang khong sé khong thu dugc tién.

San pham 1a dich vu nén hanh khéch, hang héa gan lién v6i qua trinh cung
ung dich vu. Dich vu dudc goi la két thiic khi hanh khach, hang hod da duoc van
chuyén dén ding dia di€m yéu ciu, theo ding thdi gian yéu cAdu mdt cich an
toan.

Su thoa man dich vu hang khong duoc thé hién qua viéc hanh khach, va hang
hoa duoc van chuyén dén diém dén mot cach an toan, dang thoi gian voi nhitng dich
vu hoan hao va hanh khach hang hoa 1a nhitng dbi twong can duoc dap tmg nhu cu
do.

1.3.2. Chit lwong dich vu hang khéng

Chinh vi vay chinh sach td churc vé dich vu dé dua dén cho khach hang la cuc
ky quan trong, chung ta c6 thé nhan thay nhiing yéu t6 quan trong anh huéng dén
chat lugng dich vu khai thac hang khong nhu sau:

e Dich vu tai cdc phong ban vé may bay: thdai d6 phuc vu cia nhan vién

tai cdc phong ban vé c6 lam hai 1ong hanh khach hay khong.

e Nhitng thong tin vé quing cdo dich vu clia Vietnam Airlines nhu:

mang dudng bay, lich bay dugc khdch hang nhan bi€t nhu th€ nao.

e Dit chd, tinh gid, xét vé cho khidch: d6 12 mic dd nhanh chéng trong
viéc ban vé cho khéch, cach tinh gid vé cho khéich sao cho thuin 1gi

nhat trén hanh trinh kh4ch sé di qua.
e Lam thu tuc cho khdch tai sin bay: Pay la mot khau quan trong trong
qui trinh chat lugng phuc vu, hanh khich thudng té thdi do hai long

hodc khong trong giai doan nay.
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e Phuc vu cho hanh khéch trén chuyé&n bay: d6 1a cdc khau dich vu dn
udng, gii tri trén chuyé&n bay ¢ thdi do phuc vu cia ti€p vién trén
may bay.

e Phuc vu khi chuyé&n bay da két thic : dich vu van chuyén hanh khach,
giao trd hanh 1y va x& 1y nhitng van dé bat thudng khi chuyé&n bay két
thic.

e B0 tiéu chuin ASQ con dugce goi la diém chuin thoa mén khach hang, la
mot chuong trinh quan 1y diém chuan thoa man khach hang tai cac sén
bay 16n nhat dugc dua ra tir naim 2006. Hién c6 96 san bay va 40 qudc gia
ap dung bd tiéu chuan nay. ASQ dit ra va kiém soat cac tiéu chuan rat
chat ché (xem bang phu luc 1). Ap dung ASQ sé& dem lai cac loi ich cho

cac san bay nhu:

Giup céc san bay cai tién ty dong hoa dich vu khach hang
Téi wu hoa cac nd luc trong dau tu, co s ha téng ky thuat
Thiét 1ap va kiém so4t cac tiéu chudn dich vu
Danh gia viéc thuc hién cua cac nha cung cap
Chia sé cong viéc tot nhat
Kiém soat dugc dich vu khach hang va cac nhom khéach hang.
La cong cu cho hoat dong marketing.

Trong bd tiéu chuan ASQ (xem phu luc 2), néu:

Dat tir 1 d&én 2 diém: RS rang, nhung khong thuyét phuc, du bira trong viée xac

dinh muc ti€u va muc nhi€ém vu.
Pat tir 3 dén 4: Thiét lap dugc muc ti€u cho nha quan ly va cadc nhom

Dat 4 diém: Dat tiéu chuén chét luoc dich vu (ASQ)
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- Trén 4 diém dén 5 diém: cdp d6 ddng thudn cao dbi véi ngudi so hitu va nha
cung cap dich vu. Khach hang s& thoa man rat cao & cap do nay.

Pé dat duoc tiéu chuin ASQ, toan bd hé théng cung cép dich vu trong san bay
phai théng nhat, tit ca hudng dén su théa mén cta hanh khach (xem mé hinh dich
vu san bay-phu luc 3).

Céc nhan t6 trén 1a mot day chuyén quan trong trong khai thac hang khong, nd
c6 anh hudng rat 16n dén chat lugng dich vu, vi vay toan bg cac yéu td trén phai

dugc to chirc dong b va thong sudt.



CHUONG 2

PHAN TICH CHAT LUONG DICH VU
HANG KHONG TAI SAN BAY
LIEN KHUONG - PA LAT
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CHUONG 2
PHAN TiICH CHAT LUQNG DICH VU HANG KHONG TAI SAN
BAY LIEN KHUONG - PALAT
2.1 Tinh hinh hoat dgng cia san bay Lién Khwong — Da Lat
2.1.1 Qua trinh hinh thanh va phat trién

San bay Lién Khuong — Pa Lat nam trén dia ban Huyén B¢ Trong — Tinh
Lam Pong, day 1a khu vuc c6 mat do dan sb cao va giao thuong kinh té trong diém
ciia Tinh Lam Pong. San bay Lién Khuong cach trung tm thanh phd Pa Lat 30 km
vé phia Nam theo quéc 16 20, cach Thi x3 Bao Loc tinh Lam Pong 100km

Trong thoi ky thuc dan Phap xdm lugc nude ta, Thuc dan Phap da cho xay
dung San bay vao niam 1933 véi tén goi 1 Lién Khang ndm trong rimg cdy ram rap.
Luc bay gio san bay chi c6 mot dudong bang dai 700m va chu yéu 13 phuc vu cho
muc dich quan sy tai khu vuec.

Nam 1954 Thyc dan Phép that bai trén chién truong Pong duong, Pé quic
M§ vao xam chiém nuéc ta, San bay Lién Khang bi nguoi My chiém dong va st
dung, ndm 1956 ho cho tu sita co s¢ ha tﬁng, xay dung nha ga mai dé phuc vu cho
hoat dong quan su va dan su, déng thoi ddi tén thanh san bay Lién Khuong. Nam
1964, ho lai tiép tuc cho nang c:?ip toan b hé théng san bay va co s ha téng voil
dudng cit ha canh dai 1480m, rong 37m, sdn dau may bay co stc chita 5 may bay
loai A,B véi dién tich 23100m? .

Nam 1975, dat nude ta hoan toan doc 1ap, Quan doi nhan dan Viét Nam tiép
quan va st dung san bay cho muc dich quén sy, an ninh qudc phong va kinh té qudc
dan. Pudng bay chu yéu 1a thanh phd H6 Chi Minh véi cac loai may bay chu yéu 1a
DC3-DC4-DC6-AN24-AN26.

Nam 1981, san bay Lién Khuong bét dau trién khai hoat dong van chuyén
hanh khach do Hang khong Viét Nam dam nhan, cac may bay khai thac chu yéu 1a
IAK-40 ciia Lién X6 cii , mang duong bay gdm DPa Lat — Thanh phd H6 Chi Minh,
ba Lat — Ha Noi va nguoc lai véi tan suat khai thac 2/3 chuyén bay mot tuan. Trong

thoi gian nay san bay Lién Khuwong vira phuc cac chuyén bay quéan su, kinh té qudc
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phong va phuc vu cac chuyén bay thuong mai. Cong tac phuc vu hoat dong thuong
mai luc béy gi0 do can bd va nhan vién san bay dam nhén tir khau ban vé dén viéc
lam cac tha tuc van chuyén cho hanh khach, Vietnam Airlines hoan toan chua c6
nhan vién tai day.

Nim 1997, san bay Lién Khuong duoc Cum cang hang khong Mién
Nam nang cip kéo dai duong bang tir 1480m 1én 2354m dé dap ung cac loai
may bay A,B cit ha canh va dat tiéu chuan 3C ( theo ti€u chuan cia ICAO )
phuc vu cho hoat dong bay dan dung ban ngay theo lich bay thuong I¢ cua
hang khong Viét Nam, bay huin luyén va quan sy. Sin bay Lién Khuong
dugc doi tén thanh Cang hang khong Lién Khuong.

Nam 1997, Vietnam Airlines dd dua mdy bay ATR72 cia Phap vao
khai thac tai day, ddy 12 may bay véi tinh ning k¥ thuat t6t va hién dai.
Vietnam Airlines trong giai doan ndy di m& dudng bay Pa Lat — Thanh ph
Ho Chi Minh va nguoc lai véi tan suit 07 chuyén trong mat tudn, Da Lat — Pa
Néng va nguoc lai v6i tan suit 03 chuyén trong mot tudn va hiéu qua khai
thac v&i hé sb str dung ghé trén 65%. Dé ndm bét duoc kip thoi thi truong va
dé dinh hudng tét thi truong Pa lat, Vietnam Airlines da chinh thirc thanh lap
van phong dai dién tai Pa Lat nam 1997, déng tho1 mo thém cac dai 1y ban ve
may bay tai khu vuc. Nam 2002 Cum cang hang khong Mién Nam tiép tuc nang
cap san bay Lién Khuong — Da Lat thanh san bay hién dai véi tiéu chuan 4D c6 thé
tiép thu cac loai may bay 16n nhu AIRBUS A320 , AIRBUS A321, BOEING 767
cit ha canh va co thé tiép nhan 4 tri¢u lugt khach trong mét nam. Theo quyét dinh
s6 1375/QD- BGTVT ciia Bo Giao thong Van tai, Cang hang khong Lién Khuong
tinh Lam Pdng duoc phé duyét quy hoach tong thé giai doan 2015 va dinh hudng
dén 2025, sb may bay c6 thé tiép nhan cung lic vao 2015 1a 4 chiéc va dén 2025 1a 7

chiéc v6i tong von dau tu 1a hon 1 nghin ty dong.
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Vao cudi thang 10 nam 2004, Vietnam Airlines da chinh thirc chuyén déi cac
duong bay di dén Da Lat bang may bay Fokker 70, day la loai may bay phan luc
hién dai c6 tAm hoat dong kha 16n va toc do bay cao, dong thoi cling vao thoi diém
nay Vietnam Airlines chinh thirc khai thac duong bay Pa Lat — Ha Noi va nguoc lai
v6i tan sudt bay chuyén trong mot tuan, Pa Lat — Thanh phé H6 Chi Minh va
nguoc lai voi tan suat 09 chuyén trong mot tudn, va s& tiép tuc dua may bay hién
dai hon vao khai thac trong tuong lai gan day. Diéu ndy da danh ddu mot bude phat
trién m&i va mot su chuyén minh manh mé€ cua san bay Lién Khuong — Pa Lat

trong nhitng nam trd lai gan déy.

Tir hai tuyén bay, 1a tuyén dén Thanh phé H6 Chi Minh va Pa Ning v6i hé s6
sir dung ghé phéan bo 13 80% va 20%, c6 lic phai dimg duong bay Pa Nang (1998)
va thangl1 ndm 2004 m¢é thém khai thdc duong bay Lién Khuong — Ha Noi véi hé
s6 str dung ghé dat 84 %, dat gﬁn 74,000 hanh khach nam 2005, Vietnam Airlines
du kién s& mé khai théc lai duong bay ba Lat — Da Nﬁng vao cudi nam 2007 va mot
s6 dudng bay qubc té. Cang Hang khong Lién Khuong du kién s& co cac chuyén
bay qubc té khong thuong 1& vao nam 2015 va qudc té thuong 18 vao nam 2020 voi
cac tuyén bay nhu Da Lat — Hong Kéng, Pa Lat — Singapore. Dy bao xuit phat 1a
nam 2010 véi 10,000 khach, dén nay hoat dong hang khong tai khu vuc Pa Lat
dugc danh gia 1a mot trong nhitng Cang hang khong hoat dong c6 hi¢u qua trong
nude. Tir mot sin bay nhod v6i nhimg chuyén bay khong thuong 1€, lugng khach di
lai khong déu, dén nay sin bay Lién Khuong — Da Lat d3 tré thanh mot san bay 16n
trong nude voi hoat dong bay hang ngay nhon nhip, luong hanh khach trong nuéce
va qudc té qua lai san bay nay kha 16n, diéu nay doi hoi ching ta phai xem lai viéc
td chirc bd may va chét luong dich vu phuc vu hanh khach sao cho phu hop va dat
chat luong cao. DSi voi nganh hang khong, trong diéu kién hién nay, vin dé xay
dung mot chat luong dich vu cho mét duong bay hi¢u qua va céd chét luong cao luén

1a myc dich dé nganh quan tam.
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2.1.2 Chirc nang va pham vi kinh doanh

Trong nhirng nam tir 1993 dén nam 1996 Vietnam Airlines khai thac tai san bay
Lién Khuong - Pa Lat co tbc d6 ting truong vé van chuyén hanh khach 1a
10%/ndm. Tir mdt san bay c6 thi trudng nho bé dén nay san bay Lién Khuong - Da
Lat dang trd thanh mot sin bay c6 toc do ting truong tét. Trong nhitng nim tir 2000
dén nim 2006 Vietnam Airlines khai thac tai sin bay Lién Khuong - Pa Lat c6 toc
d6 tang truong vé van chuyén hanh khach 1a 17%/nam, ting truong vé van chuyén
hang hoa 1a 30%/nam. San bay Lién Khuong - Pa Lat hién nay dugc danh gia la
diém nong trong khai thac hang khong va dugc xép 1a san bay nam trong truc khai
thac duong bay du lich cia Viét Nam, dung thtr 3 trong xép hang khai thac cac san
bay dia phuong tai khu vuc Mién trung - Tay Nguyén va c6 thi truong khai thac tot
trong tuong lai. Ngoai viéc Vietnam Airlines khai thac hang khong tai khu vuc, san
bay Lién Khuong con c6 khai thac thém cac dich vu khac nhu khach san, van
chuyén hanh khach va céac dich vu hd trg khéac trong qui trinh khai thac hang khong
tai khu vuc. Bén canh do, San bay Lién Khuong con ddm nhan vé dich vu phuc vu
mit dat cho Vietnam Airlines va cic chuyén bay thué chuyén cia cac Hang hang

khong khac di va dén san bay Lién Khuong - Pa Lat.

2.1.3 T6 chitc va co ché quan ly

Khai thac hang khong tai san bay Lién Khuong - Ba Lat hién nay c6 by may
t6 chirc va co ché quan 1y nhu sau:Bd may to chirc cia sin bay Lién Khuong - Da
Lat hién nay theo t6 chirc va co ché cia Cum cang hang khong Mién Nam truc
thudc Cuc hang khong dan dung Viét Nam, day 1a mo hinh théng nhét trong toan
khu vuc cac san bay Mién Nam va duoc xép hang 1a cac don vi c6 khai thac hang
khong manh trong ca nudc. Do san bay Lién Khuong truc thuéc Cum cang hang
khong Mién Nam, try so chinh tai san bay Tan Son Nhét, nén co ché quan 1y va to
chirc déu do Cum cang hang khong Mién Nam quan 1y vé mit diéu hanh vé tai
chinh. San bay Lién Khuong chi dam nhan vé mit phuc vu khai thac mat dét cho

cac chuyén bay cia Vietnam Airlines tai khu vuc nay. Trudc nam 1997, toan bd
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hoat dong kinh doanh khai thac cia Vietnam Airlines déu do sin bay Lién Khuong
diéu hanh va bao cdo, tir naim 1997 Téng cong ty hang khong Viét Nam dit vin
phong dai dién tai Pa Lat, nén di c6 nhiéu thay ddi vé mat diéu hanh khai thac kinh
doanh va phuc vu mat dét tai san bay. Van phong dai dién Vietnam Airlines hoat
dong tai khu vuc Pa Lat c6 td chuc va co ché quan ly giéng nhu mé hinh cia Téng
cong ty hang khong Viét Nam thu nho, diém khéc 13 vé tai chinh thuc hién bao céo
phu thudc. Hién nay Vin phong dai dién Vietnam Airlines quan 1y vé hoat dong san
xuét kinh doanh cta Vietnam Airlines trén dia ban, giam sat dich vu phuc vu mat
dét tai san bay Lién Khuong, thyc hién kiém tra va dam bao vé mat ky thuat cho

may bay Vietnam Airlines cit ha canh tai san bay Lién Khuong.

Tuy c¢6 mot sd don vi khac vé hang khong cung déng trén dia ban nhu Trung
tam quan 1y bay Mién Nam, Cong ty xing dau hang khong Viét Nam, nhung cong
viéc diéu hanh hoat dong khai thac hang khong tai khu vuc Pa Lat thudc vé San bay
Lién Khuwong va Vian phong dai dién Vietnam Airlines phu trach. Céc t6 chirc nay

c6 nhung uu diém nhu sau:

Tb chirc va co ché quan 1y khai thac hang khong tai khu vuc Pa Lat hién nay
da phan cép kha rach roi, vi vay cac don vi co thé manh dan trién khai chinh sach
kinh doanh ma minh d8 ra. Tuy thé, mot s6 chirc ning trong hoat dong san xuét kinh
doanh cia Vietnam Airlines tai sin bay Lién Khuong - Pa Lat nhiéu lic con chong
chéo vo1 Cum cang hang khong san bay.

Van phong dai di¢n Vietnam Airlines hién nay lai truc thudc van phong
Vietnam Airlines khu virc Mién trung c6 tru so chinh tai sin bay Pa Ning trong khi
san bay Lién Khuong lai thuéc Cum cang hang khong san bay Mién Nam c6 tru s&
chinh dat tai san bay qudc té Tan Son Nhat nén trong cong tac xir Iy cong tac chua
duoc déng bo.

San bay Lién Khuong vira lam cong tac quan ly Nha Nudc lai vira [am cong

tac kinh doanh nén nhiéu luc con bat cap trong viéc diéu hanh cong tac tai khu vuc.
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Van phong dai dién VietnamAirlines tai Pa Lat hién nay qui mo td chtrc chua
dt manh, nén chua manh trong cong tac diéu hanh kinh doanh cta minh tai khu
vuc.

2.1.4 Vé lao dong

Pén nay tdng sd lao dong cia nganh hang khong tai sin bay Lién Khuong
— ba Lat 1a khodng 100 ngudi, riéng San bay Lién Khuong chi€m khodng 70
ngudi, vin phong dai dién chi€m 15 ngudi, sé con lai 1a thudc cdc don vi khic.
Trong d6, da sb tudi tuong doi tré (80 % dudi 36 tudi v 20% trén 50 tudi, trong
d6 cdn bd quan 1y chi€m 10% nhan vién k§ thuat 20%, nhan vién mit dit 50%,

nhan vién thuong mai chi€ém 20% )

Riéng doi ngli cdn bd quéan ly tai sdn bay Lién Khuong - Pa Lat von c6 mat
tif ngdy dat nudc hoan toan thong nhat dén nay, ddi ngii quan 1y tré dudi 36 tudi
chi chi€m 4%. Tuy dudc dao tao tirng buéc hang nim theo nganh doc va 80 %
nhan vién tai sin bay Lién Khuong — Pa lat hién nay di c6 thé ti€p cin phuc vu
dudc vdéi cac loai mdy bay hién dai nhu ATR72, FOKKER 70, AIRBUS A320,
nhung vain c6 mot s6 cdn b chua ddp dng duge yéu cau ngay cang cao clia cong
viéc.

bo6i ngii quan 1y, nhan vién thuong mai, nhan vién ky thuit cia van phong
dai dién Vietnam Airlines tai Pa Lat hién nay twong ddi tré, 100% c6 tudi doi dudi
35 va hang nam dugc dao tao bd sung kién thic trén 1 thang/ 01 ngudi/ 01 nam.
Pén nay vian phong dai di€én Vietnam Airlines tai Ba Lat d3 dam nhan dugc viéc
diéu hanh va str dung c4c trang thiét bi hién dai ctia hang khong trén thé gisi, nhan
vién k¥ thuat co thé kiém tra va dam bao ky thuat cho may bay cit ha canh tur

AIRBUS A320 tré xudng.



24

2.1.5 Vén va tai sin
San bay Lién Khuong va Van phong dai dién Vietnam Airlines tai Da Lat

hién nay la don vi hoach todn phu thudc.

San bay Lién Khuong hoach todn phu thudéc vao Cum cang hang khong san
bay Mién Nam, toan bo vén dau tu vao co sd ha tﬁng va hoat dong san xuat kinh
doanh déu do Cum cang hang khong san bay Mién Nam kiém soat. Tai san tai sin
bay Lién Khuong hién nay ciing kha 16n, d6 1a cac trang thiét bi, xe dic dung phuc
vu cho khai thac hang khong tai khu vuc va déu duoc Cum cang hang khong san
bay Mién Nam trang bi chuyén dén, ngoai ra tai san bay Lién Khuong con dam nhan

quan Iy von va tai san tai Trung tdm giao dich hang khéng Pa Lat.

Van phong dai dién Vietnam Airlines tai Pa Lat hoach toan phu thudc vao van
phong Vietnam Airlines khu viuc Mién Trung, toan bd co so ha ting cho san xuat
kinh doanh ciing nhu ky thuat déu dugc trang bi tir vin phong Vietnam Airlines
khu vuc Mién trung nhu céc trang thiét bi phuc vu cho viéc hoat dong ban vé tai cac
phong vé trong khu vuc Pa Lat, cac trang thiét bi dic chung phuc vu bao dudng va
kiém tra k¥ thudt tau bay tai san bay Lién Khuong — Da lat. Doanh thu trong hoat
dong san xuat kinh doanh déu dugc chuyén ngay vé vin phong Vietnam Airlines

khu vuc Mién trung tai sin bay Pa Ning.

Trong thoi gian sap toi, thi truong khai thac hang khong tai san bay Lién
Khuong - Pa Lat s& s6i dong va phat trién hon nhiéu, vi vdy Cum cang hang khong
san bay Mién Nam va vin phong Vietnam Airlines khu virc Mién trung phai tiép tuc
tang thém von va tai san kha 16n cho muc dich hoat dong san xuét kinh doanh cua
minh tai Dalat.

2.1.6 Co s& vat chat va ddi ngii may bay
Hién nay tai san bay Lién Khuong - Pa Lat c& s& ha tﬁng ky thuat phuc vu

cho khai thac may bay chua 16n do tan suat khai thac may bay chua cao.
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San bay Lién Khuong — Pa Lat c6 Nha Ga khai thac twong dbi nho va dang
duoc cai tao nang cép, Céc trang thiét bi ky thuat tai Nha Ga chu yéu phuc vu cho
cong tac phuc vu hanh khach va chi yéu dugc trang bi tir sau ngay dit nudc hoan
toan doc 1ap nén dén nay da lac hau. Cac trang thiét bji phuc vu cho tau bay hién nay
c6 cac xe dic chung va chi dé phuc vu cht yéu cho cac loai may bay tir 150 chd tré
xudng

Vin phong dai dién Vietnam Airlines hién nay dugc trang bi trang thiét bi k§
thuat chu yéu phuc vu cho muc dich kiém tra va khic phuc su ) ky thuéat nhé cac
chuyén bay di va dén tai san bay Lién Khuong Pa Lat, Viéc xay ra su cb ky thuat
16n déu phai chd Xi nghiép stra chita may bay A75 tir thanh phd HO Chi Minh 1én.
Cac trang thiét bi ky thuat phuc vu cho cong tac kinh doanh chu yéu la may vi tinh
dac chung duoc trang bi tai cac phong ban vé may bay.

Khai thac hang khong hién nay san bay Lién Khuong - Pa Lat do Vietnam
Airlines khai thac 1 chii yéu, vi vay cdc may bay khai thac ting hay giam déu do
Vietnam Airlines chu dong kiém soat, diéu nay phai phu thudc vao tinh hinh thi
truong ting hay giam theo mua nhitng c6 thé thiy rd nhu sau:

- 01 may bay Fokker 70 khai thac cho dudng bay Ha Noi — Pa Lat — thanh phé

Hb Chi Minh — Da Lat — Ha Ni tir 06gid 00 dén 15 gid 30 hang ngay.

- 01 may bay ATR72 khai thac cho dudng bay thanh phd H6 Chi Minh — Pa

Lat — bay thanh phé H5 Chi Minh tir 14 gid 00 dén 17 gid 30 hang ngay.

- Trong thoi gian sap téi gan day, Vietnam Airlines s& dua may bay A320 vao
khai théac tai Ba Lat trén truc duong bay Ha Noi — Da Lat — Ha Nai.

Noi chung tinh hinh st dung may bay cho khai thac hang khong tai san bay
Lién Khuong - Pa Lat hién nay la chua 16n, nhung néu khong c6 ké hoach khai thac
t6t thi s& anh huong kha 16n dén tinh hinh st dung médy bay chung cia Vietnam
Airlines trén toan quéc.

2.1.7 Déi thii canh tranh
Hién nay tai Vietnam Airlines khai thac tai san bay Lién Khuong — Da Lat c6

nhimg ddi thi canh tranh nhu sau:
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2.1.7.1 Duong bay Pa Lat - Ha Noi

D6i v6i thi trudng van tai hang khong trén dudng bay Pa Lat - Ha Noi,
hién nay chi c6 Vietnam Airlines khai thac nén vé van chuyén hang khong trén
dudng bay nay 1a khong c6 d6i thli canh tranh. Tuy nhién vé mit dudng bd va
dudng sdt van dudc xem la ddi thd khd t6t vi gid cé ré, phuong tién di lai thudng
xuyén vi vdy ciing d 1am cho thi trudng van tdi & day bi chia sé rat nhiéu
2.1.7.2 Pudng bay Pa Lat - Thanh phé H6 Chi Minh

Cuing nhu dudng bay Pa lat - Hd Noi, dudng bay Pa Lat - thanh phd Ho
Chi Minh hién nay ciing chi ¢c6 Vietnam Airlines khai thdc, tuy nhién mic do
canh tranh vé& van chuyén hanh khach trén dudng bay nay cé nhiéu khdc liét hon
do phuong tién van chuyén dudng bd tir Pa Lat di thanh phd H6 Chi Minh hién
nay la ra't t6t. Xét vé cac phuong tién van chuyén dudng bd hién nay c6 thé thay
cdc doanh nghiép vin chuyén O t6 tai Pa Lat dang nhin thdy mot lugng hanh
khach 16n tai Pa Lat, nén di dua ra nhitng phuong tién t8t nhat vao khai thic
trén tuyén dudng Pa Lat - thanh phd HO Chi Minh.

Vietnam Airlines tai Pa Lat hién nay c6é rit nhiéu d6i thd canh tranh
nhung c6 thé thi'y nhitng doanh nghiép chinh nhu sau

- Cong ty van chuyén du lich Pa Lat TOSECO

- Doanh nghiép van chuyén Thanh Budi

- Doanh nghiép van chuyén Phuong Trang.

- C4c doanh nghiép hién nay chua thé hién ro
Qua nhing yéu tb trén, ching ta c6 thé danh gid ning luc cia Vietnam Airlines

qua bang khdo sat dudi day
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Badng 2.1 Ddnh gid cdc doanh nghiép vdn tdi tai thi truong Pa Lat

HANG VAN CHUYEN VIETNAM | THANH | PHUONG KHAC
NHAN TO AIRLINES BUGI TRANG

SU THAN THIEN 4.5 2.5 2.0 1.0
CHAT LUGNG DICH VU 5.0 2.5 1.5 1.0
TRANG TB MOI HIEN PAI 6.0 2.0 1.5 0.5
GIA CA HOPLY 5.0 2.0 2.0 1.0
NHAN HIEU UY TIN 7.0 1.5 1.0 0.5
SU CAN THIET KHI CAN 2.0 3.0 3.0 2.0

(Nguén: Tai liéu khdo sdt tai vin phong dai dién Pa Lat)

Tir bang trén ta c6 thé x&p hang vi tri cda Vietnam Airlines theo titng nhan t&
nhu sau:

Bdng 2.2 Xép hang Vietnam Airlines ( so sanh véi nhitng nha vdn chuyén khdc)

Nhan t6 Xé&p hang
Su than thién

Cha't lugng dich vu
Trang TB mdi hi€én dai
Gia ca hgp ly

Nhian hi€u uy tin

Su can thi€t khi can

== = ==

Chiing ta c¢6 thé nhan thdy ring chat lugng dich vu clia Vietnam Airlines
khai thic tai san bay Lién Khuong PBa Lat hi€n dang dugc hanh khdch ddnh giad
cao, bi€u hién 12 chat lugng dich vu ctia VNA chi x&p thit 1 trong 4 nha van
chuyén, cdc tiéu chuin khiac Vietnam Airlines luon 13 ngudi ding diu trong van
chuyén, nhung hién nay Vietnam Airlines chi chi€m thi phan nhd tai Pa Lat, do
mifc do can thié€t khi khdach hang can 1a chua c6, bdi vi Vietnam Airlines chi c6
01 chuyé&n bay trén dudng bay Pa Lat - Ha Noi va DPa Lat - thanh phd H6 Chi
Minh trong mdi ngay, Vi vy Vietnam Airlines ciAn ning cao tan suat bay trong

thi trudng Pa Lat
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2.1.8 Két qua hoat dong tai san bay Lién Khwong - Pa Lat niim 2006

Cung v6i da ting trudng clia hang khong trén thé gidi , khu vuc va céc tinh
trong nudc, nim 2006 vin chuyén hang khong tai sin bay Lién Khuong - Pa Lat
ciing phdt trién va dat nhitng thanh qua kha quan. Tdng lugng khach van chuyén
trén cdc dudng di va dén tai sin bay Lién Khuong - Pa Lat dat 80.448 khdch
ting 15% so v6i ndm 2005, trong d6 lugng khach trén cdc dudng bay quoc t€ dat
23,308 khéich ting 16.4%. Lugng hang hod van chuyén dat 178.802 kg ting 37%
so véi nim 2005, lugng hanh 1y van chuyén dat 668.593 kg ting 24% so vdi nim
2005 va cdc chuyén bay di dén ting 10%. K&t qud kinh doanh vudt 13% so véi
k€& hoach trong hoat dong sdn xu4t kinh doanh.

Bang 2.3 Két qud khai thdc 2006 tai khu vuc Da Lat

Chi tiéu Don vi Nam 2006 | So KH (%) So nam
2005
Vin Khéch 1000  Lugt 80.448 110 108
chuyén - Quéc t& khéch 23,308 102 116.4
tai - Noi dia 57,140 107 110
ba Lat - Hang hoa 1000 Kg 178,802 110 137
- Hanh ly 668,593 120 124

(Nguobn: thong ké tai san bay Lién Khuong-2006)

Qua tinh hinh chung nhu trén, ching ta ¢6 thé nhan thay tinh hinh khai thic
ciia Vietnam Airlines tai sin bay Lién Khuong — Pa Lat qua cdc dudng bay cu
thé nhu sau:
2.1.8.1 Dudong bay Pa Lat - Ha Noi

Trong nim 2006, thi trudng hang khdong c6 nhi€u khdi sic cho khu vuc Da
Lat, hdu hét cdc khu vuc dudng bay di vd dén déu ting trudng manh, riéng
dudng bay Pa Lat - Ha Noi mdi khai thdc nhung da ¢6 muc ting trudng trén 20

%, diéu nay cho thay thi trudng hang khong tai khu vue Pa Lat vé6i cdc tinh phia



29

bidc dang cé nhiéu tiém ning nhung chua dudc chi trong, qua khai thic cé thé
nhan thay khdch du lich tir cdc tinh phia bic dang c¢6 xu huéng vao nghi dudng
tai Pa lat nhung phudng ti€én giao thong chua thit sy thuin ti€n. Vietnam
Airlines manh dan mé§ khai thic dudng bay nay 12 mot quyét dinh ding trong k&
hoach khai thdc kinh doanh ctia minh

Bding2.4 Két qud van chuyén trén duong bay Pa Lat - Ha N§i - nam 2006
(PVT: 1000 khach)

Tdng thi trudng HANOI o
Khu vuc So nam 50 v6i ndm
' i i 2005 %
Lugt khach 2005(%) Lugt khach o
PA LAT - HA NOI 40,544 37,290 13,392 118
HA NOI - DA LAT 39,904 36,600 13,654 124

(Nguon: thong ké tai san bay Lién Khuong-2006)

2.1.8.2 Pudng bay Pa Lat - thanh phé H6 Chi Minh

DPudng bay Pa Lat TP. H6 Chi Minh dugc Vietnam Airlines dua vao khai
thdc tir nim 1986, trong thdi gian dau day 12 dudng bay khong mang lai hiéu qud
kinh t€ ma chd y€u la phuc vu an ninh qudc phong. Pudng bay nay that sy trd
nén nhon nhip k€ tir nim 1997 cho dén nay va khach di lai trén dudng bay nay
da chi€m mot thi phan kh4 16n
Bdng 2.5 : Két qud vdn chuyén trén cdc duong bay Pa Lat - tp H6 Chi Minh
nam 2006
(BVT: 1000 khéch)

Téng thi trudng Tp H6 Chi
Khu vye So v6i nam — 580;, (371 o
) Vo1 . 0
Lugt khach 2005(%) Lugt khach
DA LAT - Tp HCM 40,544 37,290 27,152 104
Tp HCM- DA LAT 39,904 36,600 26,250 109

(Nguon: thong ké tai sén bay Lién Khuong- 2006)



30

Trong ndm 2006 thi trudng hang khong tai sin bay Lién Khuong - Pa Lat
c6 nhiéu thuin 1¢i do chinh sich khuyé&n khich diu tu clia lanh dao tinh Lam
DPong ngay mot thong thodng, C4ac Nha diu tu trong nudc va quoc t& da biét dén
Pa Lat mot cich nhanh chéng. Cong ty du lich LAm Pong d3 c6 mot sd chinh
sdch méi trong cdch 1am du lich, vi vdy ciing da 16i kéo kh4 nhiéu kh4ch du lich
trong va ngoai nudc. Téng cong ty hang khong Viét Nam c6 mot s6 chinh sdch
thay d6i trong khai thdc, viéc da dang hod sdn phim gid cuéc hanh khach ciing
da gy nén mot sd khé khin nhung thi trudng hanh khéch tai Pa Lat van phat
trién tot, mot mit nhdstiic mua cla ngudi din ting lén, mit khic 12 nhd ting
khdch du lich nu6c ngoai vao Viét Nam va phan dong c¢é st dung mang dudng
bay ndi dia. Bdc biét nhd chu truong cong cdng hod dich vu hang khong ndi dia
va ddi mdy bay dudc ting cudng, Vietnam Airlines di dong loat ting tan suit
mdy bay trén hau hét cic tuyén bay dia phuong va da rat thanh cong trong viéc
nim bit cd hoi kinh doanh dé phat trién thi trudng hang khong tai san bay Lién
Khuong - Pa Lat, d6 1a viéc md§ khai thac dudng bay Pa Lat - Ha N6i va ngudc
lai.

2.2. Phan tich chat lwgng dich vu hang khong tai sin bay Lién Khwong - Da
Lat

2.2.1 Chit lwong dich vu hang khong tai sin bay Lién Khuong — Pa Lat theo
danh gia cia cac chuyén gia hang khong

2.2.1.1 V& chit lwgng lich bay

Pé danh gia vé chét luong lich bay, chiing ta cé thé thy tinh hinh cung ting
chuyén bay tai san bay Lién Khuong - Pa Lat qua bang sau:
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Bdng 2.6 Tinh hinh cung iing chuyén bay 2006

So k& So
Chi tié Pon vi Nam 2006
Itiéu nvEo am hoach(%) | 2005(%)
S6 chuyé&n bay huvén 1 102 11
Pa Lat - HO Chi Minh | = e Z(S) 180 10(8)
Pa Lat - Ha Noi chied
Ghé suat
Pa Lat - Hb Chi Minh % 3?5 zf 2
Pa Lat - Ha Noi ' i

(Nguon: Vin phong dai dién tai Pa Lat)

Trong nim 2006 Vietnam Airlines di ting cdc chuyén bay di va dén san
bay Lién Khuong - Pa Lat, dic biét trén dudng bay Pa lat - Ha Noi. Vé6i tan
suat bay nhu vdy, vé cd ban Vietnam Airlines da ddp tng dudc nhu cdu ting
trudng cla thi trudng, gidm bdt cing thing vé cung Gng trén dudng bay Pa
Lat - Ha Ni. Nhin chung, sy 6n dinh lich bay dugc thuc hién tdt, nhung con
nhiéu van dé phai gidi quyét dé€ nang cao d6 6n dinh lich bay, ciing can phai
ghi nhan nhitng c6 gdng cda cdc ban nganh trong khdi ky thuat, khai thdc va
thuong mai trong cong tic chuyén mon ctia minh d€ c¢6 k&t qua trén, su 6n
dinh d6 1a nho:

+ NO lyc cda hé thong k¥ thuit trong viéc ddm bdo dau mdy bay khai
thac, x& 1y nhanh cdc hdng héc phat sinh.

+ N6 lyc ciia ban K& hoach thi trudng trong viéc x&p lich bay hop ly dé
khi c6 truong hgp hong héc mdy bay thi da ¢6 mday bay ATR 72 du bi cho cé
ddi bay; ngay tir khi xay dung lich bay mua, cdc nguyé€n nhan c6 tinh quy luat
hoic cé thé dy dodn trudc dnh hudng d&€n hé s tin ciy cla lich bay da gidm
thi€u mot phan, nhu gid khai thac tai cdc san bay (HAN —SGN, DLI...) thdi

gian bay; diéu chinh lich bay s6m theo mia.



32

+ Su phdi hdp nhip nhang hon giita cdc ban ciia Téng cong ty (K& hoach
thi truong, ban Diéu hanh bay, ban Tiép thi hanh khach, ban K¥ thuat) véi cac
don vi khai thdc tai sdn bay Lién Khuong.

+ T lich bay mila hé 2006 sin bay BMV c¢6 thé khai thdc vio ban dém,
tao nén su linh hoat trong viéc xay dung va diéu hanh lich bay.

Bdng 2.7 Tinh hinh khai thdc mdy bay nam 2006

A So v6i nam 2005
Chi tiéu 2006 S chuyén Ty 16 %
1. S6 chuyé&n bay k& hoach 574 521 110
2. S6 chuyén bay thyc hién 585 526 111
3. S6 chuyén bay huy 6 13 - 44
4. S& chuyén bay ting 10 20 - 50
5. S6 chuyén bay chim 15 38 -61

(Nguoén: Vp dai dién tai PaLat)

Tinh hinh chAm va huy chuy€n c6 gidm hon so v6i nim 2005 nhung ty 1&
cham va huy chuy&n chi€m vain con cao. Piéu nay dnh hudng rat 16n dé€n chat
lugng dich vy clda Vietnam Airlines va uy tin. Ngoai nhitng nguyé&n nhin khach
quan, tinh trang chAm huy chuyé&n van x4y ra do nhitng nguyén nhan chii quan
chinh sau ddy ma nhitng nim vira qua van chua khic phuc dudc:

Han ché& niing lyc van tdi (dd6i mdy bay): Do thi trudng van tdi hang
khong ting trudng nhanh, dic biét 12 trén dudng bay Pa Lat - thanh phd Hb
Chi Minh va ngudc lai, thanh phd H6 Chi Minh - Pa Ning, thinh phd H Chi
Minh - Nha Trang..., Vietnam Airlines phdi ting tan suit van t3i cung Gng trén
hang loat cdc dudng bay d€ d4p tng nhu cau van chuyén va giit thi phin trong
khi d6 niing Iyc van tdi clia Vietnam Airlines con han ch€ do: Do6i mdy bay
ting khong nhi€u va x3y ra nhi€u sy ¢d hdng héc mdy bay kéo dai khi€n cho

ddi bay da thi€u hut lai cang thi€u trAm trong.
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Cong tiac bdo dudng k§ thudt va cung ¢ng vat tw may bay: thdi gian khic
phuc su ¢ va dinh ky bdo dudng mdy bay kéo dai, khong ding k& hoach hoic
khong c6 k& hoach, k& hoach dua mdy bay va khai thac thudng xuyén thay ddi
l1am cho viéc xit 1y lich bay rat bi dong. Phu ting mdy bay khong dugc duy trit dd
co s& hodc khong ¢6 lam cho viéc khidc phuc tinh trang hdng héc mdy bay hét
stic kho khin va phai dit hang tir nude ngoai. Trong nhitng trudng hgp dit hang
khan cAp nhu vay thi gid c3 loai ting nhiéu hon so véi binh thudng. Viéc thay
th& phu ting mdy bay theo nién han st dung chwa dudc 4p dung ma vin tn
dung lic ndo thdy hu hdng khong st dung dudc nita thi méi bit ddu tinh todn
phuong 4n thay th€.

D& d4p tng nhu cau thi trudng, ti€t kiém chi phi, ning cao hiéu qui khai
thdc doi may bay, viéc xdy dung lich bay dd qud chi trong d€n y€u t6 hiéu
qud. Hau qua 1a lich bay xdy dyng chua phit hgp véi diéu kién k§ thudt va khai
thiac thuc t€ clia Pa Lat, thdi gian gidn cdch tdi thi€u giita cdc chuyén bay
ngin: nhiéu lic mdy bay bi hdng, cin dugc sita chita nhung lai vain ti€p tuc bay
cho d&n khi tiéu chudn khong cho phép.

Diéu hanh khai thdc bay: Cd cAu doi bay clia Vietnam Airlines khai thic
tai Pa Lat c6 nhiéu loai may bay khdc nhau v6i nhiéu c4u hinh gh€ , tdi thuong
mai khac nhau nhu : mdy bay F70 khac ATR72, gitta cic ATR72 v6i nhau ciing
khdc da gay rat nhiéu khé khin trong cong tic tdi 1ap k& hoach bay cling nhu
cong tic k§ thuat, khai thac, phuc vu. Trong mot s6 trudng hgp, ¢6 nhu ciu thi
trudng, c6 kha ning thu x&€p mdy bay nhung lai thi€u td bay.
2.2.1.2 Dich vu diit chd qua dién thoai

Theo ddnh gi4d chung tai thi trudng Da Lat, dich vu dit chd qua dién

thoai tai cdc phong vé tai Pa Lat trén dudng bay Pa Lat- Ha Noi t6t hon dudng
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bay Pa Lat - thanh phé H5 Chi Minh do dudng bay Pa Lat- Ha Noi tan suit
khai thac con it va lugng khéch di lai quen thudc hon. Nhin chung dich vu ban
vé qua di€n thoai tai Pa Lat dat muc kha.
Duong bay Pa Lat - thanh phé” Hé Chi Minh

Piém danh cho khiu nay dugc ddnh gid kh4 thé hién qua nhitng tiéu
thitc nhu: D& dang goi dién thoai d€n bd phan dit chd bdn vé : 8,98 ; Sy nhi
nhin cda nhin vién: 7,53 ; cudi cung 1a khiu cung cAp ddy di thong tin chi c6
6,78 di€ém, ddy 1a khau duy nhat c6 diém dinh gid dudi di€ém ddnh gid kh4.
Duong bay Da Lat- Ha Noi

Dich vu dit chd ban vé qua dién thoai dugc danh gid trén muc kha thé
hién & nhitng tiéu thic nhu: D& dang goi dién thoai dén bo phan dit chd ban
vé: 9,1; Su nhd nhin cla nhin vién: 8,22 va cung cAp diy dd thong tin 4,27
diém.
2.2.1.3 Dich vu d:it chd ban vé tai phong vé

Theo ddnh gid chung trén toan mang, dich vu nay dugc danh gid ¢ mic
trung binh kha
Duong bay Pa Lat - thanh pho” Hé Chi Minh

6,85 diém 1a mitc d6 hai long tdng thé danh cho khau dit chd ban vé
tai phong vé trong nim 2006. Hai muc chi ti€t c6 di€m danh gid thap 1a c6 di
tai liéu huéng din 12 6,75 di€m va cung cAp diy dd thong tin can thiét v6i 6,48
di€m. Hai khau c6 di€ém ddnh gid vugt trén di€m kha 13 sy nhd nhin clia nhan
vién v6i 6,93 di€m va hiéu qua 1am viéc clia nhan vién véi 6,88 diém.
Duong bay Da Lat- Ha Nji
Dit chd ban vé trén dudng bay Pa Lat - Ha Noi dugc ddnh gid twong

doi kha, mitc dd hai long tdng thé vé dit chd ban vé tai phong vé dat trén mic
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khd ddi véi 8,38 diém muc c6 tai liéu huéng din vin c6 diém danh gia kh4 1a
8,25 di€m, cdc khau con lai c¢6 diém trén mitc khd cu thé 1a hiéu qua lam viéc
dat 8,42 diém; cung cAp diy dd thong tin cin thi€t dat 8,32 di€m va sy nha
nhin cta nhin vién dat 8,34 diém.

Nhén xét chung vé dich vu dit ché bdn vé tai Pa Lat

Bén canh nhitng vu diém thong qua viéc hanh khich c6 d4nh gia kha tot
vé dich vu nay, thé hién & di€m s6 & trén thi dich vu dit chd ban vé ciing con
c6 nhiéu nhuge di€m cin khic phuc trong thdi gian t6i nhu sau:

+ Nhan vién phong vé c6 thdi do khi€m nhi vdi khach, hanh khdch phai
chd dgi lau ma khdong dudc phuc vu.

+ Nhan vién bdn vé qua dién thoai cung cip thong tin khong chinh xdc
cho khéch va ki€m tra khong ddy di thong tin, khi kh4ch ra khdi phong vé thi
nhan dugc thong bao phdi mua vé mdi hodc mua vé véi gia cao hon.

+ Khdch bi huy chd vi nhiéu Iy do khdc nhau.

+ Khédch khong déng tinh v6i chinh sdch phdi xdc nhian lai chd
(reconfirm) 72 gid trudc gis khdi hanh. Nhiéu hanh khich dd bi huy chd do
khong tuin thd hoic khdng bi€t vé quy dinh nay nén mdi phdn &ng khd gay
git.

+ Lién quan dén gid vé, Mot s& by phan hanh khach khong that sy hai
1ong véi gid cude da dang nhu hién nay do Vietnam Airlines cung cap loai gid
cu6c thap v6i so luong rat it nén khach rat khé mua, hanh khach 1a Viét Kiéu
va ngudi nudc ngoai rit hoan nghénh vé chinh sdch hoa dong gid cuSc ma hién

nay clia Vietnam Airlines dang thuc hién.
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2.2.1.4 Dich vu mit dat truéc chuyén bay

Nhin chung dich vu mit dat truSc chuyén bay tai sin bay Pa Lat dudc
ddnh gia § muc trung binh kh4, khau dich vu nay khdch hang ghi nhan sy ti€n
bd rd rang trong thdi gian vira qua. Mitc do hai 1ong tong thé dat 7,99 diém.
Ngoai trit muc thdi d6 cta nhan vién check in dugc ddnh gid hon hin so véi
nhitng muc khac 8,13 diém, cdc muc con lai c6 di€m danh gid thap hon hin, cu
thé nhu: Hiéu qui 1am viéc clia nhin vién 8,02 di€m; Huéng din khéch tai cic
clra ra mdy bay 6.01 diém va cudi ciing 12 thdi gian chd ddi tai quay 56,83
di€ém. Th4i d ctia nhan vién lam thi tuc va hiéu qua 1am viéc ctia nhan vién 1a
2 khau dat di€m ddnh gi4d kha trong nim 2006.

Tai sin bay Pa Lat, nhin chung hanh kh4ch rat hai long vé thdi do, su
gidp d3 tin tinh va hiéu qua lam viéc clia cdc nhin vién tai sin bay tir khiau
l1am thd tuc cho hanh khéch, x{t Iy c4c tinh hudng bat thudng nhiét tinh, trao tra
hanh 1y va kiém tra hanh 1y c4n than va chu ddo cho khéch.

Do nha ga sin bay Lién Khuong — Pa Lat han ch€ vé mit bing, khu
vire 1am thii tuc cho hanh khdch chit hep nén s& quiy lam thd tuc cho hanh
khdch bi thi€u, vi vdy ma hanh khdch phdi mat nhiéu thdi gian chd dgi. Ngoai
ra ¢6 nhiéu hanh khach chua y thic t6t d3 khong chiu x&€p hang ma lai cif chen
ngang, 1am cho nhiéu hanh kh4ch dang x&p hang cdm thay ri't khé chiu.

D6i véi cdc chuyé&n bay bat thudng nhu chim chuyén, huy chuyén... khu
vue xit ly bat thudng cho khich thudng rit réi, nhan vién lam thi tuc check in
nhiéu Iic chua nim rd ndi dung thong tin cAn thdng bdo cho hanh khich va doi
khi con ¢6 thdi do thi€u niém nd, tudi cudi. Nhiéu lac thong bdo ctia nhan vién
Vietnam Airlines tai sin bay Lién Khuong - Pa Lat t6i hanh khich vé tinh

trang chAm, huy chuyén trudc khi hanh khdch 1én sin bay khong kip thoi.
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Thong bdo vé tinh trang chuyé&n bay qua hé thdng ph4t thanh tai sin bay, khau
nay da thyc sy cung cip cho khich cdc thong tin hitu ich vé tinh trang chuyé&n
bay chim, huy chuyén: 77,4% khdch hang nhin thong bdo vé chuyén bay qua
hé thong phat thanh tai san bay, 20,8% cho ring ho khong nhan dugc thong
bdo, 2% khong c6 ciu tra 15i. Nhin chung c6ng tac phuc vu khiach chdm huy
chuyén tai san bay Lién Khuong - Pa Lat con chua t8t, hanh khdch phan nan
vé viéc khong dude cung ng dich vu dién thoai, chuyé&n bay chAm vio bita in
chinh, duéi 2 gid chi dudc phuc vu dd uéng nén hanh khich déi bung. Trong
nhiéu trudng hop chidm chuyé&n vi Iy do k§ thuit, Vietnam Airlines thudng
khong thong bdo cho hanh khdch biét truéc vi 1y do quyét dinh chidm huy
chuyén dua ra qudz mudn, nén khong dd thdi gian thong bio cho khach. Do d6
nhiéu hanh khdch khong hai long véi cdc thong bido cham huy chuyén cia
Vietnam Airlines va cho ring nhitng 1y do dwa ra 1a khong chinh ddng, thim chi
1a Iira doi khach hang.

Nhiéu hanh khich dua ra yéu ciu x&p chd ngdi khi 1am thi tuc nhung
khong dugc ddp tng vi nhiéu 1y do khdc nhau, vi du nhu: Iy do cAn biing trong
tdi hodc chd ma khiach mudn ngdi di dudc nhan vién 1am thd tuc cho hanh
khdch khéc truge do..., va thd tuc vién da khong giai thich thod dang cho hanh
khéch, do d6 din d€n viéc hanh khdch cdm thdy khong hai long.

Thinh thodng vAn con hién tugng mat dd trong hanh 1y ky g&i clia hanh
khéch trén dudng bay Ha Noi - Pa Lat va ngudc lai, din t6i viéc khi€u nai clia
hanh khach. Ngoai ra viéc hanh ly d&€n chAm cho khach khong dudc gidm sit
mit dat kip thdi x 1y din t6i nhitng khi€u nai gay git clia khdch va nhitng gidi
quyét sau nay cho cdc don vi ¢6 lién quan 1a ri't khé khin va phdt sinh nhiéu

chi phi. Ngoai ra, cling ¢6 trudng hdp hanh khdch phin d6i vé viéc khdng dudc
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boi thudng hanh 1y d&€n cham khi khdch da nhan dugc 1 trong sd cdc kién hanh
1y ky gdi vi day la theo qui dinh cla nganh.

Thinh thodng hanh khach té ra khong hai 1ong vé€ cdc nhan vién boc x&p
tai sdn bay Lién Khuong do khong cdn than trong viéc phuc vu hanh Iy cda
khdch, vi vy da x4y ra tinh trang bao bi hanh 1y bi rdch v&, hu hdng do dac
bén trong.
2.2.1.5 Suit én, dd uéng trén chuyén bay
Duong bay Da Lat — Ha Noi — Da Lat

6,75 1a di€m danh gid mic do hai long tdng thé trung binh 2006 vé suit
in, d5 uong. Thit ty cac diém danh gid chi ti€t 1 chat lugng d6 udng 6,95 diém,
kha ning lya chon db udng 6,25 di€m, kha ning chon mén in va chdt lugng
moén in c¢6 s6 di€m 12 6,27 va 6,69 di€ém. Chat lugng dung cu dn udéng cé s6
diém 12 6,71 diém.

Trén dudng bay ndy hién nay Vietnam Airlines chi phuc vu uéng va in
nhe nén hanh khdch c6 rat it lya chon, vi vy hanh khach c6 mitc d6 hai long
chua cao.

DPuong bay DPa Lat — thanh phd Hé6 Chi Minh — Pa Lat

Do dudng bay nay l1a dudng bay ngidn nén hién nay Vietnam Airlines chi
phuc vu nudc udng, mitc do6 hai long tdng thé vé chit lugng dd udng va khi
ning lwa chon d6 udng c6 sd di€m l1an lugt 1a 6,99 va 6,93 diém.

Nhin chung hanh khach trén dudng bay nay khdng cé y kié€n vé dd udng,

vi ddy 1a dudng bay ngdn nén thdi gian phuc vu rat it.
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Nhdn xét chung

Pay 1a mot trong hai dich vu ddnh gid thadp nhat ( thudng xuyén trén mifc
trung binh ) so vdi cdc nim trudc, di€m dinh gid so véi khau dich vu nay van
chua dudc cdi thién.

Thyc don phuc vu dd dn trén cdc chuyén bay di vd dén sin bay Lién
Khuong - Pa Lat ctia Vietnam Airlines it thay ddi va khdng cé nhiéu lya chon.
Vé sinh thuc pham va chi't lugng clia nhitng nén in trén cdc chuyé&n bay xuit
phat tir dAu san bay Noi Bai di Pa Lat vin chua dugc bdo ddm.

Khdch c6 y ki€n ché vé chat lugng trd, ca phé, ngoai ra con c6 nhitng ¥
ki&€n cho ring cdc loai d6 uéng phuc vu trén chuyé&n bay di va dé€n Pa lat hién
nay ctia Vietnam Airlines can dugc da dang hon, Vietnam Arlines nén bd sung
thém nhiéu loai nudc trdi cAy dic trung cda Viét Nam, nhiéu loai tra va ci phé,
ciing nhu c6 thém nhiéu loai rudu vang va bia hon d€ phuc vu trong bira in.
2.2.1.6 Gidi tri trong thdi gian bay

Hién nay céc chuyén bay di va d€n Pa Lat dugc khai thdc bing mdy bay
Fokker 70 nén gidi tri trén chuyén bay cht y&€u la Bdo chi. Nhin chung day la
mdt dich vu bi hanh khdch ddnh gid thdp nhat ( thudng xuyén dudi mic trung
binh )

Cé4c y ki€n ché vé nhitng loai sdch bdo phuc vu trén chuyén bay con
ngheo nan ngay cang tang l€n, dac biét 1a hanh khach nudc ngoai di trén cac
chuyé&n bay thanh phd H6 Chi Minh — Pa Lat dé nghi cung cip thém nhiéu bdo
chi xud't bdn & nuéc ngoai. Hanh khach gép y vé viéc d€ bdo chi tai ctta mdy

bay va dé giy un tic khi khdch 1én mdy bay.
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2.2.1.7 Chuong trinh khach hang thuong xuyén FFP “golden lotus plus”

Sén bay Pa Lat [a mdt mot trong ba san bay dia phuong dugc Vietnam
Airlines 4p dung chuong trinh khdach hang thudng xuyén bén canh sin bay Hué&
va Nha Trang.

FFP (Frequent Flyer Program) 1a mot chuong trinh khuy&n mii dugc cdc
hang hang khong x4y dung nhim cung cip cdc uu tién, vu dai vé dich vu va
kinh t& t6t hon cho nhém hanh khach gin b6 nhat, tr d6 tao dyng ldong trung
thanh v6i sdn phdm ctia hing hang khong d6.

Trong hoat déng kinh doanh cia Vietnam Airlines, FFP déng vai tro
nhan bi€t nhitng khach hang quan trong nhat, 1a cong cu phuc vu cho hoat dong
marketing nhim md rong va lam ra phong phd sin pham van tdi va cdc sin
phdm lién quan khdc. Do d6 FFP d6ng vai trd vO cling quan trong trong k&
hoach kinh doanh ciia Vietnam Airlines tai khu vuc Pa Lat.

Hoi vién FFP d3 déng g6p mdt phan quan trong vao viéc ting doanh thu
va ting niang lyc canh tranh clia Vietnam Airlines . Trong nim 2006, bén canh
nhitng vu di€m di néu & phan trén chuong trinh FFP vin con tdn tai nhitng
nhugc di€m can phdi khic phuc trong thdi gian t&i, @6 1a: tinh hinh bdo cdo dit
liéu bay ctia hoi vién chua dudc thuc hién tot, thé hién & cac chuyén bay dugc
bdo cdo chi chi€m 89% tong s& chuyé&n bay phai bdo cdo trong dé ty 1& sai miu
chuin rit cao(27%) . Hoi vién con chua dugc hai 1ong vé tinh chinh x4c cia
ban thong bdo tai khodn di€m, viéc phat hanh thé bac cho hoi vién khi khach
hang da gbi don ding ky xin gia nhap c6 lic bi cham tré, c4 biét c6 khiach dén
2 nim gdi don ding ky ma van chua nhan dugc.

2.2.2 Chit lwong dich vu hang khong tai sin bay Lién Khwong - Pa Lat qua
khao sat danh gia cia khach hang
2.2.2.1 Giéi thiéu chung vé khao sat
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Tir yéu cau cia ndi dung dé tai can c6 nguodn thong tin tir didu tra thuc té
(ngudn thong tin so cip), qua trao ddi véi cac chuyén gia va dugc su cho phép cua
ban lanh dao san bay Lién Khuong — Pa Lat, chung t6i da thiét ké bang cau hoi
dua trén bang cau héi cua san bay Borispil-Kiev (xem http://www.airport-
borispol.kiev.ua/poll-public/), co sira chita diéu chinh cho phu hop véi didu kién
thuc té tai san bay Lién Khuong - Pa Lat. Chung t6i1 da tién hanh khao sat thir
nghiém 30 khach trén mot chuyén may bay, sau d6 hoan thién bang cau héi va dua

ra bang cau hoi chinh thirc ding dé khao sat.

Bang cau hoi dugc viét bang tiéng Viét va tiéng Anh (xem phu luc 16). Noi
dung bang cau hoi gdm c6 8 phan chinh: 1. Giéi thiéu va thong tin khach hang; 2,
Téng quan vé dich vu san bay; 3, Moi truong vat chét cua san bay; 4.Thu tuc bay;
5, Dich vu tai san bay; 6. Panh gia nhan vién; 7, dich vu tai phong cho; 8. Téng

quan vé chat lugng dich vu.

Phéan 1: Gi6i thiéu muc dich nghién ctru va thu thap thong tin vé khach

hang.

Phén 2: Tong quan vé dich vu sin bay: Panh gia su hai long cta khach vé:

Lich trinh bay; tién vé; cac di€u kién phuong tién van chuyén.

Phén 3: Moi truong vat chét ctia sin bay: Su sach sé cua khu vuc nha ga va
su tién loi cua cac thong tin cung cap cho khach hang (ma hoa 1a mt1); Chat lugng

cua dich vu dau xe ( ma hoa mt2).

Phin 4: Thu tuc bay: Thua tuc trude khi bay ( md hoa tbl); Kiém tra ho

chiéu( ma hod tb2); Kiém tra an ninh( ma hoa tb3).

Phén 5: Dich vu tai san bay: Su don gian va ti¢n loi vé thong tin cac
chuyén bay va cic ctra trong nha ga ( ma hoa DB1); Sy tién loi va don gian cia
cac ki hiéu thong tin trong khu vic nha ga ( ma hoa DB2); Ban huéng dan thong
tin trong nha ga ( md hoa DB3); Khu vyc danh riéng cho hut thudc 14( mé hoa
DB4); Dich vu hanh khach di v6i tré em ( ma hoa DBS5); Dich vu danh cho nhiing
nguoi khuyét tat ( ma hod DB6); Su sach s€ cua khu vyc san bay( ma hoa DB7);
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Su sach s€ cta nha ga ( ma hod DBS); Su sach s€ ctia nha v¢ sinh( ma hod DB9);
Su san sang cia xe phuc vy hanh 1y ( ma hoa DB10).

Phén 6: Danh gia v& nhan vién: Panh gia vé k¥ ning cta nhin vién tronbg
viéc giai quyét van d& phat sinh ( ma hoa NV1); DPanh gia vé thai do ctia nhan vién
trong viéc phuc vu hanh khéach ( ma hoa NV2); Banh gia vé déng phuc ctua nhan
vién ( ma hod NV3).

Phén 7: Dich vu tai phong cho : Dich vu d6i tién ( ma hoa BH1); Ctra hang
mua sim tai nha ga ( ma hoa BH2); Quy café va quiy BAR trong nha ga ( m hod

BH3)
Phén 8: Panh gi4 tong quan vé dich vu tai san bay (ma hoa TQ ).

Noi dung bang cau hoi duge danh gia theo 5 mirc d6 theo thang diém tir 1
dén 5: Rét t6t (5 diém); tot (4 diém); Trung binh (3 diém); yéu (2 diém); Kém (1
diém)
2.2.2.2 Phwong phap thu thap va xir ly thong tin

Thong tin duoc thu thap bang cach phat phiéu khao sat ngiu nhién cho
khach hang trong nudc va qudc té, trén cac chuyén bay tir thang 2 dén thang 6 nam
2006, trén cac chuyén bay: Pa Lat - thanh phé Ho Chi Minh; Pa Lat - Ha Noi.
Bing 2.8 Két qud phdt phiéu diéu tra

Tinh hinh phiéu diéu tra S6 lwong Ty 1€ %
Tong sO phiéu phat ra 320 100
S6 khach trong nudc 272 85
S6 khach nudc ngoai 48 15
S6 phiéu thu vé 278 87
S6 phiéu sir dung dugc 215 77
S6 phiéu khong st dung duoc 63 23

Sau khi thu thap dugc dir liéu, chung t6i di sir dung phan mém thong ké

SPSS.15.0 @ phan tich dir liéu, théng ké, kiém dinh thang do.
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2.2.2.3. Danh gia do tin cay cac thang do
Hé s6 tin cay Cronbach alpha
Hé s6 Cronbach alpha dudc xdc dinh theo cong thic:

o=k {1—2?2}

k-1 o

I

trong d6 k — s& bi€n quan sdt trong thang do; o - phuong sai cia bi€n quan sat
thit i; o? - phuong sai clia tong thang do.

Hé s& Cronbach alpha dudc st dung trudc d€ loai cac bi€n rdc. Cdc bién
c6 hé s6 tudng quan véi bién tdng nhd hon 0,30 sé bi loai. Tiéu chuin chon thang
do 12 khi hé s& Cronbach alpha 16n hon 0,60 ( Nunally & Burnstein,1994).

Trong nghién cttu nay, ching t6i da danh gid do tin cdy cia 5 thang do,
bao gébm: mdi trudng vat chat tai san bay (mt), Thi tyc bay (tb), dich vu tai sdn bay
(db), nhan vién phuc vu (nv),dich vu tai phong cho (bh). Phan tich cho thdy cdc hé
s6 Cronbach alpha déu 16n hon 0,60 va cdc hé s6 tuong quan bién tdng déu 16n
hon 0,30 (Phu luc 4, 5, 6, 7), nén céc bién nay cé do tin cdy cao va dugc st dung
dé phan tich.
2.2.2.4 Phan tich nhan t&

Phan tich nhan t3 sé& sit dung hé s6 KMO (Kaiser - Meyer-Olkin) ¢6 gi4 tri
tir 0.5 trd 1én ( Othman va Owen, 2002)

Nhu vay cdc bi€n c6 hé s6 chuyén tdi nhd hon 0.5 sé& bi loai. Phép trich
Principal axis factoring vGi phép quay Promax dugc st dung trong phan tich nhan
t6. Piém dirng khi trich y&u t6 c6 eigenvalue 121. Thang do nay dugc chdp nhin
khi téng phuong sai trich biing hoic 16n hon 50%. Phan tich nhan t cac yéu té cua
chit luong dich vu tai sin bay ta thay cac bién co hé sé chuyén tai déu 16n hon 0,5

nén cac bién duoc sir dung trong phén tich (phu luc 8)
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2.2.2.5 Két qua thu thap thong tin

Két qua thu thap thong tin vé hanh khach st dung cac dich vu tai san bay
Lién Khuong-ba Lat dugc trinh bay ¢ bang dudi day:
Bdng 2.9 Théng tin vé khdch hang tai sdn bay Lién khwong — Pa Lat

Tiéu chi Phéan loai So lvong Ty 1é %

e Nam 117 54
Gidi tinh N 08 16
Nho hon 16 17 9
T 16 — 24 tudi 25 12

56 i Tu 25 - 34 tufii 71 33
' Tur 35 — 44 tudi 52 24
Tir 45 — 54 tudi 32 15

Trén 55tudi 18 7
Kinh doanh 32 16

Muc dich chuyén di | Du lich 154 71
Tham viéng 29 13

Tp. HS6 Chi Minh 101 47

Ha Noi 68 32

o ba Nang 5 2
Tu dau dén Hai Phong 7 3
Cac tinh Nam B0 23 11

Noi khic 10 5

Lan dau tién 41 19

A e Thinh thoang 52 24
S0 1an dén ba Lat 1y o ae 2 lan/nam 88 41
Nhiéu hon 34 16

Phuong tién sur Taxi 133 62
gg;g khidensan o " 65 30
Phuong tién riéng 17 8

Qua két qua bang trén ta thay, khach st dung cac dich vu tai sdn bay Lién
Khuong-Pa Lat & d6 tudi tir 25 dén 44 tudi chiém ty trong cao nhat. Py ciing 1a

do tudi lao dong va doi hoi rat cao vé chat lugng dich vu tai cac san bay. Muc dich
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cha yéu khi khach dén san bay 1a du lich (chiém 71%) va phuong tién sir dung dé

di va dén san bay 1a taxi (chiém 62%)

2.2.2.6 Panh gia ciia hanh khach vé thuc trang chit lwgng dich vu tai san bay

Lién khwong-Pa Lat qua khao sat bing ban héi

Bdng 2.10 Pdnh gid ciia hanh khdch vé chdt lugng dich vu tai sén bay Lién

Khuong — Pa Lat

Tiéu chi S6 Gia tri Gia tri Gia tri bo lech
ma | lwong | nhé nhat | 16n nhat | trung binh | chuin
Su sach s€ va tién lgi cua céac thong tin Mtl 215 1 5 3.98 1.41
nat luong cua dich vy dau xe Mt2 | 215 2 5 3.0 1.02
Thu tyc trude khi bay Tbl | 215 1 5 3.03 1.4
Kiém tra h chicu Th2 | 215 3 5 4.0 0.85
Kiem tra an ninh ‘ Tb3 | 215 1 5 4.03 0.86
Su dqn gian va tién loi vé thong tin cac
chuyén bay va céc ctra trong nha ga DB1 215 1 5 3.0 1.12
Su tién 1gi va don gian cta cac ki hiéu thong
tin trong khuNVl.l’C nha ga DB2 215 1 5 2.03 1.03
Ban huéng dan thong tin trong nha ga DB3 | 215 1 4 1.87 091
Khu vuc danh riéng cho hut thude 14 DB4 | 215 1 5 1.97 1.26
Dich vu hanh khach di véi tré em DB5 | 215 1 5 3.0 1.10
Dich vu danh cho nhiing ngudi khuyét tat DB6 | 215 2 5 3.39 0.95
Su sach s& cua khu vuce san bay DB7 | 215 2 5 3.30 0.94
Su sach s¢ cua nha ga DB8 | 215 3 5 4.12 0.80
Su sach s€ ctia nha v¢ sinh. DB9 | 215 1 4 1.83 0.94
Sw san sang cua xe phuc vu hanh ly DBI0 | 215 1 5 2.98 1.23
Danh gia vé ky nang cua nhan vién trong
viéc giai quyct van dé phat sinh NVI | 215 1 4 2.11 1.01
DPanh gia veé thai do cua nhan vién trong viéc
phuc vu hé‘il‘lh !(héch NV2 215 2 5 3.99 0.81
bénh gia vé dong phuc ctia nhan vién NV3 | 215 1 5 2.99 1.13
Dich vu doi tien BHI | 215 1 5 2.40 1.14
Ctra hang mua sam tai nha ga BH2 | 215 1 5 2.79 1.23
Quay café va quay BAR trong nha ga BH3 | 215 1 5 2.63 1.18
Panh gia tong quan vé dich vu tai san bay TQ 215 3 5 3.77 1.00

Qua bang théng ké va phan tich ¢ trén, chung t6i nhan thay: Khach hang

danh gia twong ddi cao chat luong dich vu tai cac khiu qua diém danh gia trung
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binh: kiém tra ho chiéu (4,0 diém); kiém tra an ninh (4,03 diém); su sach s€ cua nha
ga (4,12 diém) va thai do cua nhan vién trong phuc vu hanh khach (3,99 diém). Day
1a nhitng diém manh nhat cta vé chét lugng dich vu tai san bay Lién Khuong — Da
Lat va dat tiéu chudn cia ASQ. Trong sd nhiing nhan t trén, kiém tra an ninh va su
sach s¢ ctia nha ga déu vuot tiéu chuan. Piéu nay sé dan dén su thoa mén khach
hang cao.

Nhom thtr hai bao gém cac yéu td ¢6 diém tir 3 dén can 4 nhu: Su sach s& va
tién loi cua cac thong tin; chét lugng cua dich vu dau xe; thu tuc trude khi bay; su
don gian va tién loi vé thong tin cac chuyén bay va cac cira trong nha ga; dich vu
hanh khach di véi tré em; dich vu danh cho nhiitng nguoi khuyét tat; su sach s€ cua
khu vuc sin bay. Day 13 nhitng yéu t6 dugc danh gia 1a tdt, chiéu theo tiéu chuan
ASQ thi nhom nay dugc danh gia 1a thuc hién tot viéc hoach dinh ké hoach cong
viéc cho cac nha quan 1y va nhan vién.

Nhom thir ba, 1a nhém c6 diém danh gia dudi 3, bao gém: Su tién lo1 va don
gian cta cac ki hiéu thong tin trong khu vuc nha ga; ban huéng dan thong tin trong
nha ga; khu vuc danh riéng cho hut thudc 14; sy sach s& ctia nha vé sinh; sy sdn sang
ctia xe phuc vu hanh 1y; déanh gia vé k¥ ning ctia nhan vién trong viée giai quyét van
dé phat sinh; danh gia vé déng phuc cta nhan vién; dich vu ddi tién; Cira hang mua
sam tai nha ga; quiy café va quiy BAR trong nha ga. Pay la nhém yéu té dugc danh
gi4 1a yéu, 1am anh huong dén chit luong dich vu khach hang tai sin bay Lién
Khuong — Da Lat. Chiéu theo tiéu chuin ASQ, nhom thi ba thudc loai “luém thudém
trong viéc xac dinh muc tiéu va nhiém vu”. Py ciing 1a nhiing diém ma ban giam

dbc san bay Lién Khuwong can nhanh chong khic phuc.
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2.2.2.7 So sanh tiéu chuin chat lwong dich vu sdn bay ASQ va thuc trang chit

lwgng dich vu tai sin bay Lién Khuwong —Da Lat

Bing 2.11 So sdnh tiéu chudn chit lwong dich vu sin bay ASQ va thuee trang chit

lwong dich vu tai sdan bay Lién Khuwong —Da Lat

Tiéu chi ] Gia tri tiéu | Gia tri trung
So chuan binh thuc
ma luwgng ASQ trang Do léch

Sy sach s€ va tién lgi clla cac thong tin Mtl 215 4.0 3.98 0.02
Chat lugng cua dich vu du xe M2 215 4.0 3.0 1
Thi tyc trude khi bay Tbl 215 4.0 3.03 0.97
Ki€m tra h¢ chiu Tb2 215 4.0 4.0 0
Kiém tra an ninh Tb3 215 4.0 4.03 -0.03
Su dqn gian va tién loi vé thong tin cac
chuyén bay va cac ctra trong nha ga DBI 215 4.0 3.0 1
Sy tién 1oi va don gian cua cac ki hiéu
thong tin trong khu vyc nha ga DB2 215 4.0 2.03 1.97
Ban hudng dan thong tin trong nha ga DB3 215 4.0 1.87 213
Khu vuc danh riéng cho hut thudc 14 DB4 215 4.0 1.97 2.03
Dich vu hanh khach di voi tré em DB5 215 4.0 3.0 1
Dich vu danh cho nhimng ngudi khuyét tat DB6 215 4.0 3.39 0.61
Su sach s€ cua khu vuce sén bay DB7 215 4.0 3.30 0.7
Su sach s€ cua nha ga DBS 215 4.0 4.12 -0.12
Su sach s€ cua nha v¢ sinh. DB9 215 4.0 1.83 2.17
Sy san sang cua xe phuc vy hanh Iy DBI10 215 4.0 2.98 1.02
Danh gia vé ky nang cua nhan vién trong
viéc giai quyét van dé phat sinh

‘ NV1 215 4.0 2.11 1.89
banh gia vé thai d6 cua nhan vién trong
viéc phuc vu hénh khach NV2 215 4.0 3.99 0.01
Danh gia vé dong phuc ctia nhan vién NV3 215 4.0 2.99 1.01
Dich vy doi tién

BHI 215 4.0 2.40 1.6

Cua hang mua sam tai nha ga BH2 215 4.0 2.79 1.21
Quay café va quay BAR trong nhi ga BH3 215 4.0 2.63 1.37
Panh gi4 tong quan vé dich vu tai sdn bay TQ 215 4.0 3.77 0.23

Trong bang 2.11 chiing ta thdy & sin bay Lién Khuong — Pa Lay c¢6 céc

dich vu sau cidn phai chan chinh va stta ddi, d6 1a : Chat luong cia dich vu dau
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xe,sur don gian va tién loi vé thong tin cac chuyén bay va cac ctra trong nha ga, su
tién loi va don gian ciia cc ki hiéu thong tin trong khu vuc nha ga, ban huéng dan
thong tin trong nha ga, khu vyc danh riéng cho hut thudc 14, sy sach s& cua nha vé
sinh, sy san sang cta xe phyc vu hanh 1y, danh gia vé k§ ning ctia nhan vién trong
viéc giai quyét van dé phat sinh, danh gia vé dong phuc cua nhan vién, dich vu dbi
tién, ctra hang mua sim tai nha ga, quiy café va qudy BAR trong nha ga; cac dich
vu ndy c6 hé sé chénh léch kha cao diéu nay ché thiy hanh khach khong that su
hai long vé chit lugng trén. Bén canh d6 san bay Lién Khuong — Pa Lat can phat
huy nhirng dich vu sau: DPanh gia vé thai do cia nhan vién trong vi¢c phuc vu
hanh, sy sach s€ va tién lgi ctia cac thong tin, chét lugng cua dich vu dau xe, thu
tuc trude khi bay, kiém tra ho chiéu, kiém tra an ninh, dich vu hanh khéach di véi
tré em, dich vu danh cho nhiing nguoi khuyét tat, sy sach s& ctia khu vyc san bay,
su sach s& ciia nha ga; ddy 1a nhiing dich vu dugc khach hang danh gia tot, can
phai quan tdm dé giir viig va phat trién
2.3 Panh gia chung chit lwong dich vu hang khong tai sin bay Lién Khuwong
—Da Lat
2.3.1 Uu diém

Vi phan trinh bay ¢ trén, ta thiy san bay Lién Khuong — Pa Lat c¢6 nhimng
vu diém nhan thiy nhu sau:

Thai do phuc vu ctia nhan vién noi chung la tdt, thé hién qua céac khau danh
gia cua khach hang vé nhan vién phuc vy tai cac phong ban vé va san bay, nhan
vién 1am thu tuc kiém tra an ninh dugc danh gia tdt, vé sinh trong nha ga tdt, tit ca
nhing van dé nay gop phan khong nho trong viéc ning cao chat lwong dich vu, va
anh huong khong nho dén day chuyén dich vu. Ban giam dbc sin bay va vin
phong dai dién can quan tm va phat huy hon nita nhiing yéu td trén.

2.3.2 Nhuoe diém :
Bén canh nhitng wu diém sén co thi sin bay Lién Khuong - Pa Lat con ton

dong nhiéu yéu té can phai khac phuc nhu:
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Mot 1a chét lugng lich bay hién nay la khong tdt nén dan dén viéc cac
chuyén bay cham huy nhiéu 1am cho hanh khach khéng hai long va bit binh do
thoi gian di lai khong ding

Hai 14 ngudn nhan lyc hién nay tai san bay Lién Khuong con thiéu va trinh
d6 han ché nén khi co tinh huéng bat thudng xdy ra, cic nhan vién xir Iy con ling
tung nén khong lam hai long hanh khach.

Ba la thu tuc cho hanh khéach truéc chuyén bay con chua duoc thong subt
d6i v6i nhimg hanh khach c6 chuyén bay ndi chuyén, hanh khach con phai chd doi
lau tai quﬁy lam tha tuc va nhan vién 1am tha tuc chua c6 thai do niém nd trong
don tiép, cac hanh khach c6 chuyén bay ndi chuyén tiép theo thuong bi truc tric
trong khau gui hanh 1y thong subt.

Bdn 1a phuong tién giai tri trong thoi gian cho doi chuyén bay va trong thoi
gian bay con nghéo nan lam anh hudng réat 16n dén chat lugng dich vy, hanh khach
khong c6 nhiéu lir chon trong khi cho doi chuyén bay nén cam thay rat nham chan.

Nam la nha v¢€ sinh trong khu vuc san bay con chua sach s€ gy anh huong
rat 16n trong day chuyén dich vu. ..

Nhitng van dé trén can duoc sy quan tdm nhiéu hon nira cta cac cip lanh
dao dé cai thién tinh hinh chat lugng dich vu tai san bay Lién Khuong dugc dong
bd hon, nham ngay mot nang cao chat lwong dich vu, nang cao nang luc phuc vu

va canh tranh cia minh.
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CHUONG 3

GIAI PHAP NHAM NANG CAO CHAT LUQNG DICH VU HANG
KHONG TAI SAN BAY LIEN KHUONG - PA LAT

3.1 Quan diém ning cao chat lwong dich vu hang khéng tai sin bay Lién
Khwong — Pa Lat va muc tiéu phat trién dén nim 2015.
3.1.1 Quan diém nang cao chat lwong dich vu hang khong tai sin bay Lién
Khwong — Da Lat .

Pé nang cao chét luong dich vu hang khong tai san bay Lién Khuong — Pa
Lat phai dua vao cac quan diém sau:

Thir nhét 13 phai dwa vao tinh hinh kinh t&, chinh tri, an ninh th& gi6i. Nim
2007 nén kinh té s& c6 nhitng di&n bi€n thuin 1¢i, kinh t& thé gidi, khu vuc va
trong nudc sé c6 phat tri€n t6t. Nhitng diéu phic tap c6 thé x3y ra lam 4nh
hudng dén an ninh th€ gidi va thi trudng hang khong dé 1 viéc lién quian Anh,
My c6 thé tin cong Iran. N6 ciing 1am cho cdc hoat dong khing bd va chdng
khiing bd gia ting tai nhiéu nudc c6 thi trudng hang khong quan trong véi Viét
Nam, do d6 s& lam kim ham sy phat tri€n hoic cé thé x4u hon 12 1am suy gidm
thi trudng. Quan trong hon cd 13 cudc chi€n tranh nay sé tic dong xau dén tAm 1y
cta hanh kh4ch di mdy bay, dic biét 1a d6i v6i hanh kh4ch di du lich. Ngoai ra,
né sé 4nh hudng cdc tuyén dudng bay c6 bay qua viing Vinh, lam ting gid dau...,
td't ci nhitng diéu d6 s& giy tic hai d&€n hoat dong sdn xui't kinh doanh cida céc
hing hang khong. O mot géc d6 khéc, tinh hinh bat 8n vé chinh tri va nan khiing
b6 lan rong & c4 nuéc Pong Nam A nhu Indonesia, Philippine va Singapore mot
mit de doa sy phat trién cda thi trudng hang khong khu vuc, mit khic chiing
mang lai 1¢i th€ cho Viét Nam néu chiing ta duy tri dudc sy 6n dinh vé an ninh

chinh tri nhu nhitng ndm vira qua.
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San bay Lién Khuong — DPa Lat di c¢6 qui hoach tdng thé d&€n nim 2015 va
dang dau tu ning cAp ddng bd toan bd sin bay nhu: dudng bing, sin dd, nha ga,
trang thi€t bi k§ thuat phuc vu mdy bay. D&n nim 2015 , sin bay Lién Khuong sé&
tro thanh Cang hang khong hién dai voi tiéu chuan 4D c6 thé tiép thu cac loai may
bay 16n nhu AIRBUS A320 , AIRBUS A321, BOEING 767 xudng va c6 thé tiép
nhan 4 triéy lugt khach trong mot ndm. Theo quyét dinh 1375/QD- BGTVT, cang
hang khong Lién Khuong tinh Lam Pdong duge B Giao thong van tai phé duyét
quy hoach tong thé giai doan 2015 va dinh huéng dén 2025, s6 méay bay cé thé tiép
nhan dén 2015 cung lc 1a 04 chiée.

Thir hai 14 phdi dua vao su phat trién kinh t& x4 hoi trong nuéc. Qua nim
2006 toan bd nén kinh té trén ca nudc s& di theo duong 16i d6i méi cia Ping va
Nha nudc, d6 1a ti€p tuc theo dudi dudng 161 d6i mdi quan ly kinh t& nhim phat
huy noi luc ciia cac thanh phan kinh t& d€ thuc hién sy nghiép cong nghiép ho -
hién dai hod dat nudc.

Mbi trudng dau tu trong nude ti€p tuc duge hoan thién va thanh phd Da Lat
- tinh LAm Pong ciing khong nim ngoai mdi trudng d6. Cdc nha 1dnh dao tinh
Lam Pdng ti€p tuc thu hit cdc nha diu tu trong nudc va qudc t&€ biing cdc chinh
sdch thong thodng va uu dii, viéc khuyén khich cdc d€ 4n c6 quy md vira va
nhd, cdc nganh nghé sit dung nhiéu lao dong dia phuong, don gidn hod viéc cip
gid'y phép dau tu... s& gitip cho dau tu nudc ngodi va trong nudc tai tinh LAm
DPoéng néi chung va thanh phd Pa Lat néi riéng ting trudng nhiéu hon.

Vé du lich qudc t&: du bdo trong nhitng nim tdi, ngudon khich du lich sé&
ting ¢ mic 10-15% nam, dat khdang 15 triéu khiach vao nim 2015vi nganh du
lich Pa Lat di c6 nhiéu chinh sich d€ 16i cudn khach du lich d&€n véi tinh nha

trong thGi gian vira qua.



52

Céc yé&u td trén c6 dnh hudng tich cyc d&n sy phat trién clia thi trudng van
chuyén hang khong Viét Nam, do viéc di lai ciia hanh khdch s& gia ting. Ngoai
ra, trong nhitng nim gin diy, viéc ngudi Viét Nam di du lich va cdng tdc trong
khu vuc di tr§ thanh ngudn khdch quan trong cho thi trudng van chuyén hing
khong. Véi cic chuong trinh, muc tiéu phat tri€n kinh t&€ xd hdi cia tinh LAm
DPong, trong d6 c6 viéc khuyén khich cdn bd tinh nha di cong tdc bing dudng
hang khdng, cling védi chinh sdch kinh t€ thong thodng di lam cho mic séng, thu
nhip clia ngudi din dia phuong ti€p tuc dudc cai thién.Do dé xu th€ st dung
hang khong 1am phuong tién van chuyén ctia ngudi dan sé gia ting.

Thtr ba la phdi dua vao cd s& ha tang tai sin bay Lién Khuong — Pa Lat.
Hién nay co so ha tang tai sin bay Lién Khuong — Pa Lat xét vé tdng thé 1a chua
ddp tng dudc nhu cAu phat tri€n cling nhu khai thac hang khong tai dPa Lat. Co
s& ha tAng con thd so va lac hau chi ddp tng dugc yéu cau khai thidc tdi thi€u
biing cdc loai may bay nho’va chua thé ti€p thu dudc nhitng mdy bay hién dai
v4i diéu kién khai thdc trong thdi ti€t xau.

Pén nay Vietnam Airlines di c6 chinh sdch ting tan sudt khai thdc tai sdn
bay Lién Khuong — Pa Lat dé phu hgp véi tinh hinh phat trién kinh t& va chinh
sdch diéu ti€t van tdi hang khong clia nha nude nhur: bit diu 4p dung chinh sich
diéu ti€t khong tdi theo huéng ndi 1dng cdc han ché& canh tranh, thuc hién phi
diéu ti€t c6 10 trinh. Tru6c mit 12 trong c4c sin bay dia phuong trén cd nuéc, tiép
theo 13 tir cdc sin bay dia phudng va cdc nudc c6 miic dd phat trién tuong doi
ngang nhau (da thi€t 1ap ti€u viing hgp tic CLMV giita Campuchia, Lo, Mién
dién va Viét Nam), ti€n tdi ting budc phi diéu ti€t md clra bau trdi theo xu
huéng ctia khu vuc va thé gidi. Qué trinh hoi nhap cia Viét Nam trén thi trudng

qudc t€ thong qua viéc gia nhap AFTA, APEC, WTO sé& dnh hudng dén ti€n trinh
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tu do hod trong chinh sdch khong tdi clia Viét Nam. Ddng thdi sé tao ra cd hoi thi
trudng va cd hoi kinh doanh méi. Cac hang hang khong nuéc ngoai s€ ngay cang
c6 quyén chli dong khai théc thi trudng hing khong Viét Nam theo quy lut cung
cAu va su diéu tiét nén kinh t€ thi trudng. Pay 12 mdt mit 12 cd hoi nhung mit
khdc 12 th4ch thitc 16n ddi véi hang khong Viét Nam. Cdc han ché vé thanh lap
hang hang khdng mdi, cAp ching chi va hudng quyén khai thdc, thd tuc phé
duyén gid cuc va quyén kinh doanh cdc dich vu ddng bd sé& tirng buéc ndi 1dng.
C4c hiang hang khong nitdc ngoai sé tiép tuc ting tdi, dic biét 1a cdc hing hang
khong Trung Qudc va Pai Loan, mic dd canh tranh quic t& sé tiép tuc gia ting.
Thit tu 13 phdi dwa vio nhu cidu van chuyén hang khich tai sin bay Lién
Khuong — Pa Lat d&én nim 2015. Tinh LAm Pdng néi chung va thanh phd Pa
Lat néi riéng trong nhitng nim qua da cé nhirng budc cédi cach vugt bac lam cho
khach du lich trong va ngoai nu6c biét dén. C4c nha diu tu trong va ngoai nudc
budc diu da c6 nhiéu dv 4n tai khu vuc, diéu nay c6 4nh hudng dén sy phat trién
clia nganh hang khong. Van chuyén hang khich ting hay gidm 13 tuy thudc va
rat nhay cdm véi y€u td tdc dong quan trong nhu toc do ting trudng GDP, sy thu
hiit tir ddu tw nudc trong nudc, ngoai nudc va khach du lich....
Dua trén cd s8 cdc s6 liéu thong ké tir 2003 d&€n nay va du ki€n vé tinh hinh

phat trién kinh t€ — x4 hoi tai tinh LAm Pong chiing ta c6 du bdo sau:
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Bdng 3.1 Du bdo thi truong vdan chuyén hanh khdch tai Pa Lat dén 2015.

(PVT : 1000 khéch )

Ha Noi Ho6 Chi Minh Téng cong
Nim Khach % tang | Khach % tang Khach | % tang
2008 16,211 110 32,857 110 49,068 110
2009 17,850 110 36,143 110 53,993 110
2010 20,527 114 41,564 114 62,091 114
2011 22,579 109 45,720 109 68,299 109
2012 24,836 109 52,578 115 77,414 113
2013 28,561 114 60,464 114 89,025 114
2014 32,845 114 69,533 114 102,378 114
2015 36,129 109 79,962 114 116,091 113
. Hang héa
Nam =
Kg % tang
2008 168,881 109
2009 185,769 109
2010 195,057 104
2011 204,809 104
2012 215,049 104
2013 232,252 107
2014 255,477 109
2015 293,798 114

( Nguon : Vin phong dai dién Vietnam Airlines tai Pa lat )
3.1.2. Muc tiéu niang cao chat lugng dich vu hang khong tai sin bay Lién
Khuong — Da Lat
3.1.2.1 Muc tiéu tong quat
Cling c6 va xdy dung khai thdc hang khong tai Pa Lat va sin bay Lién

Khuong — Pa Lat thAinh mot don vi kinh t€ manh tai khu vuc tinh LAm Pdng, 13y
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kinh doanh van tdi hang khong 13 cd bin.Pdng thdi phat trién da dang nganh
nghé kinh doanh, ddm bdo thuc hién kinh doanh ¢é hiéu qua, phuc vu dic luc sy
nghiép cong nghiép hod, hién dai hod di't nu6c, gép phan ddm bdo an ninh qudc
phong va phdt trién kinh t€ cla tinh nha.

3.1.2.2 Muc tiéu cu thé

T nay dén nim 2015, xdy dung khai thdc hang khong tai Pa Lat va sin
bay Lién Khuong — Pa Lat thanh mot thi trudng cé su phat tri€én hang khong
manh so cdc sin bay dia phudng trong cd nudc, thi trudng hang khdng tai Pa Lat
phai that sy c6 that lyc trong cong tdc, c6 doanh thu cao va san lugng van chuyén
hanh khach t6t, nAng cao chat lugng dich vu, hinh dnh va uy tin cia Vietnam
Airlines tai khu vuc Pa Lat va xem thi trudng ndy nhu mot md hinh chuén trong
dich vu cho cdc sian bay dia phuong trong ca nudc.

Pé dat dudc muc tiéu nay cé nhitng muc tiéu cu thé nhu sau:

+ V& hanh khach van chuyén dat mic ting trudng s6 khdch van chuyén
binh quin 12 — 15% nim dén nim 2010 va 8-10% ndm cho giai doan ti€p theo
dé&n nim 2015

+ V& hang hoa: Toc do ting trudng s6 tdn hang hod van chuyén binh quan
tr 15 — 20 % ndm dé€n nim 2010 va tr 10-15 % nim trong giai doan ti€p theo
dé&n nim 2015.

+ Téng doanh thu ting binh quin 10 — 12%/ nim d&n nim 2010 va tir 8% -
10% cho giai doan ti€p theo dén nim 2015.

+ Thi phan van chuyén hanh khdch tai san bay Lién Khuong — Pa Lat cho
dudng bay Pa Lat — Ha No61 70% vao ndm 2010 va trén 80% vao nam 2015,
dudng bay Pa Lat — thanh phd Hb Chi Minh 80% vao nim 2010 va trén 80% vao
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nim 2015. Dy b4o thi phdn van chuyén hanh khich qudc t€ khi m3 dudng bay
qudc t€ tai khu vuc Pa Lat d€n nim 2015 13 45%.

+ Thi phian van chuyén hang héa cho dudng bay Pa Lat — Ha Noi 70% 1a
80% vao nim 2010 va trén 80% vao cudi nim 2015, dudng bay Pa Lat — Thanh
phd HO Chi minh 60% vao nim 2010 va trén 60% vao nim 2015. Dy béo thi
phan van chuyén hang hod qudc t€ khi mé dudng bay qudc t&€ 1a 30% cho ca giai
doan tir nay d€n nim 2015.

+ Tdi nim 2015, dy ki€n van chuyén hon 5 triéu hang khich, 500 tin hang
ho4 dat doanh thu hon 100 ty. P&n nim 2015 phan diu dua thi trudng tai Pa Lat
bing qui mo tai thi trudng Hu€ hién nay.

3.2 Céc giai phap nhim ning cao chit lwgng dich vu hang khong tai san bay
lién Khuong - Pa Lat
3.2.1 Xay dyng hinh anh nhin hiéu méi cho Vietnam Airlines .

Trong nhitng phan trén da cho thiy trong nhitng nim qua Vietnam Airlines
khai thdc tai thi trudng Pa Lat d3 c6 nhitng buSc phét trién nhanh vé s lugng
hanh khdch, hang hod chuyén chd... Tuy nhién chit lugng phuc vu hanh khach tai
khu virc nay that sy chua tuong xing vdi sy phat tri€n d6. Sy ting trudng cia thi
trudng hang khong tai Pa Lat vin dya trén nhitng y&€u t6 khong chic chin,
khong 6n dinh vd mang tinh co hdi nhi€u nhu kinh t€ tinh nha phdt trién tot,
phuong tién vian chuyén dudng bo qud xa va nguy hi€m lam cho khich
hang.khdong c6 su lya chon nao khéc.?

Vietnam Airlines chua that sy cho thi trudng hang khdng ndi dia nhan biét
va ¢6 an tugng vé hinh dnh clia minh. Hién nay Vietnam Airlines dang st dung

02 hinh 4nh nhin hiéu trong khai thac ctia minh, vi vy cin xdy dung mot biéu
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tugng riéng biét d€ cho hanh khach nhan biét va c6 an tugng. Chiing ta cé thé
nhan thdy nhu sau:

Biéu tugng cii cia VNA 13 hinh 4nh con ¢d vudn mot doi cdnh xuyén sudt
vong tron d€ dién td w6c mudn “ bay cao hon va cao hon “, di gin lién véi giai
doan phdt trién clia hing, da trd nén quen thudc ddi vdi hanh khiach. N6 di hoan
thanh vai trd lich st ctia minh trong giai doan chuyén d6i vira qua trong viéc xdc
dinh vai tro ctia hiang trong thi trudng van chuyén noi dia va budc dau tao dung
hinh 4nh trén thi trudng van chuyén ndi dia va budc dau tao dyng hinh anh trén
thi trudng khu vyc va thé€ gidi. Tuy nhién, né ciing ggi cho ngudi ta nhd lai hinh
dnh cia mot hiang hang khong véi trang thi€t bi con lac hau va dich vu chua dat
tiéu chudn qudc t& trudc kia. Mit khic theo y ki€n ctia nhiéu hanh khach va céc
chuyén gia trong nganh hang khong thi mau son cii clia Vietnam Airlines ( xem
hinh a ) gdy 4n tugng cho khdach hang kém hon cdc hing hang khong khdc, dic
biét 12 khi mdy bay clia cdc hing cling dau trén sin d§. Ngoai ra, § nhin hiéu
hién tai, khi nhic d€n Vietnam Airlines 1a hanh khdch lién twdng ngay d€n hinh
4nh mot hiang hang khong cé gid vé thap véi mic chat lugng chdp nhan dudc.
N6 chua phdn 4nh dugc hét tinh ning dong va udc mudn di 1én clia hing. Pay la
diéu ba't 1gi khi hang da c6 nhitng budc phdt trién vudt bac trong cong viéc d6i
mdi, hién dai hod trang thiét bi, ting kh3 ning chuyén chd, cdi thién dich vu vé
moi mit, tao stic canh tranh ngang bing vdi cdc hing hang khong trong khu vuc
va trén thé gii. Do d6, cong viéc xay dung biéu tugng mdi clia hing 1a mot yéu
cAu mang tinh tdt y&u khdch quan. Thi€t k&€ nhin hiéu méi clia Vietnam Airlines

cAn phdi thé hién dic trung riéng c6 clia hing va gy 4n tuong cho khach hang
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( Hinh dnh may bay va LoGo cii ciia Vietnam Airlines )

Bi€u tugng mdi clia Vietnam Airlines dugc bt ngudn tir hinh 4nh bong
sen vang. Hinh 4nh nay dugc thé hién bing nhitng gam mau néng ( xem hinh
dudi) d€ tao ra 4n tugng manh va thu hit sy chd y ctia hanh khich thong qua

viéc phan biét mot cach rd rang v4i cdc may bay cua cadc hang hang khong khac.

( Hinh anh may bay va LoGo mdi cua Vietnam Airlines )

Vietham Airlines
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Ngay 20/10/2002 Vietnam Airlines to chirc 18 gidi thiéu biéu tugng méi “Bong
Sen Vang”. Pay 1a méc danh du sy thay doi toan dién cia Vietnam Airlines voi
chuong trinh hién dai hoa doi ngli may bay, mé rong mang dudong bay va hoan thién
chét luong dich vu dé tro thanh mot hang hang khong co tam c& trong khu vuc va
trén thé gioi. Dé di dén lua chon biéu tuong mdi, Vietnam Airlines va cac bén tham
gia dd day cong khao sat, nghién ctru nhiéu hinh twong khac nhau nhu Tréng dong,
Cay tre, Non 14 ... va cudi cung lwa chon “Bong Sen Vang”. Hoa Sen mdt hinh
tuong co nghia hét strc dic biét ddi vai nguoi Viét Nam. Hoa Sen biéu hién cho su
khai sang va hoan my; vira doi thuong lai vira cao quy, linh thiéng; vira duyén dang,
mém mai, nhung khong kém phan dinh dac. D6 1a nhiing phdm chét quy gia cia
Hoa Sen va la ly do dé Vietnam Airlines lua chon Hoa Sen lam biéu tuong mdi cua
minh. Mau vang ciia Hoa Sen tugng trung cho chat lugng va sy hoan hdo, sang
trong.
Biéu twong méi Bong Sen Vang di duoc Hoi ddng Tu van My thuat thudc Hoi My
thuat Viét Nam, Cuc Hang khong Dan dung Viét Nam, Thu tuéng Chinh phu thong
qua va da duoc dang ky bao ho ban quyén tai Viét Nam va Hoa Ky tir nam 1997.
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Chuong trinh thay d6i bi€u tugng clia Vietnam Airlines khong chi 13 viéc
thi€t k€ don thudn thuong hiéu cong ty. D6 1a sy thay d6i mang tinh chién ludc
va sdu rong hinh anh, chi€n lugc, tri€t 1y kinh doanh ctia mot cong ty, dinh diu
giai doan phat tri€n mdi cia Vietnam Airlines . P6i v6i Téng cong ty hang
khong Viét Nam, viéc thay ddi bi€u tudng 12 buc chuyén sang giai doan phat
tri€n mdi v6i nhiéu co hoi va thach thifc mang tinh toan ciu. Chuong trinh nay
can phdi bao gdm 2 bd phan cAu thanh c6 quan hé chit ché v6i nhau va khong
thé tach r5i, cu thé nhu sau:

Mot 12 thay d8i hinh 4nh clia Vietnam Airlines: Phai thay ddi hinh 4nh ctia
mot cong ty mot cach toan dién d€ qua d6 chiing ta mdi xdy dung dudc cdm
nhan méi ctia khdch hang vé Vietnam Airlines va thé hién tri€t Iy kinh doanh
mdi clia Vietnam Airlines . Viéc thay d6i hinh 4nh bao gdm cdc cong viéc thiét
k& bi€u tugng mdi 4p dung trén cdc ndi dung chinh sau:

* NOi that va ngoai thit clia d6i m4y bay Vietnam Airlines .

* C4c 4n phdm, vat phdm quing cdo.

* Cdc trang thiét bi, vt phAm phuc vu hanh khach, hiang hod va cic
chitng tif van chuyén ...

* VAt phdm vin phong pham va ddng phuc, phit hiéu clia toan bd cdn bd
cong nhan vién cua TCT.

Hai 12 trién khai chuong trinh : Vietnam Airlines cAn phai dua hinh 4nh méi
vao st dung tai cdc sdn bay va toan bo tau bay trong thdi gian ngin nhit va
nglrng ngay viéc st dung biéu tugng ci dé toan bd khich hang c6 cAm nhan tdt
va &n tugng tot. Viéc thay d6i bi€u tugng trén cic dung cu, phuc vu hanh khéch,
an tugng, vat phdm, chitng tir tai chinh, chd y&u dya trén ngin sich mua sim

mdi. Ngan sich chi thudng xuyén clia cdc don vi khi nhitng hang muc diing bi€u
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twgng cii hét, phai thay th€ hoic son stta lai. Poi mdy bay, trang thi€t bi phuc vu
mit dit, phuong tién van tdi sé& dudc trién khai son cac biéu tugng mdi vao cic
dot ki€m tra hang nim, hoic dai tu, sita chita, bdo dudng. V§i cach lam nhu vy
thi uGc tinh chi phi cho viéc thay logo ctia Vietnam Airlines sé gidm dugc kha
nhiéu
Phd bi€n rong rdi cho bdo chi trong nudc va ngoai nude, cung cAp thong

tin, t6 chifc hop bdo vdi cic bdo, tap chi, dai truyén hinh d€ ho tuyén truyén va
vi€t bai vé bi€u tugng méi ctia VNA.
3.2.2 Phat trién mang dudng bay tai Pa Lat

Vi tinh hinh phét trié€n nhu hién nay tai thi trudng Pa Lat, Vietnam Airlines
cAn phat trién mang dudng bay tai Pa Lat dic biét 1a tao diéu kién thuin 1gi cho
khdch du lich va cdc nha diu tu tit cdc tinh phia Bic vao LAm Pdng. K& hoach
phat trién mang dudng bay tai Pa Lat sao cho khach du lich tir Hi Noi, Pa Ning,
Thanh ph& H6 Chi Minh xem day Ia trung tAim d€ di d&€n cdc tinh Cao nguyén va
cic thanh phd bi€n mién Trung. Tirng budc ting thi phan van chuyén trong khu
vic va bi€n Pa Lat thanh mot trong cdc trung tim trung chuyén hang khong va 1a
san bay du bi cho Tan Son Nha't khi c6 su ¢6.
3.2.2.1 Duong bay Pa Lat — Ha Noi — Da Lat

Ti€p tuc cling cd va phdt trién dudng bay Pa Lat — Ha Noi — Pa Lat hién
tai; k&t hdp viéc chi trong khai thac khach du lich ndi chuyén tir Trung Qudc vao
Ha Noi d€ dén Pa Lat ciing nhu cdc nudc 1an cdn. Nghién cttu ting tin suét
chuy&n bay trén dudng bay .Dua mdy bay A320 vao khai thic nhim d4p ¢ng nhu
cau cao cda ngudn khich du lich tir cdc tinh phia Bic va cdc nha diu tu tir cdc
tinh phia Bic. Nghién cttu gid bay thich hgp dé tao diéu kién thuin 16i cho khach

du lich va nhitng thuong gia di lai thuin 191 hon.
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3.2.2.2 Pudng bay Pa Lat — tp H6 Chi Minh — Pa Lat

Duy tri tin sudt bay hai chuyé&n/ngay trén dudng bay di/d&€n Thanh phd Ho6
Chi Minh; b6 tri gi bay phit hgp d€ khach di lai mot cdch thuan 1di trong ngay
nhu 01 chuyén bay vao diu budi sing va 01 chuyé&n bay vao cudi budi chiéu
trong ngay. Ti€p tuc nghién cifu ting tin sudt chuyén bay trén dudng bay nay dé
ddp &ng nhu cdu di lai ctia hanh khdch, tao diéu kién d€ cdc cong ty du lich dé
dang t6 chic cdc tour du lich lién k&t tir Nha Trang dén va cdc tinh TAy Nguyén.
3.2.2.3 Mé khai thac dudng bay Pa Lat — Pa Ning - Pa Lat

Hién nay Vietnam Airlines chua khai thic dudng bay thing tir Pa Lat dén
Pa Ning va nguoc lai. Thuc t&€ cho thdy ddy 13 mdt thi trudng tiém ning vi din
s6 tai Pa Lat chi€m 30 % la g6c mién Trung, giao thong di lai gitta Pa Lat va
cdc tinh mién Trung hién nay chii y&u 13 dudng bo va di lai rat khé khin nén hiau
nhu chua 16i cudn dugc khach du lich tir mién Trung vao Pa Lat.
3.2.2.4 M¢ khai thac dudng bay Pa Lat — Hué - Pa Lat

Trudc diy Vietnam Airlines di c6 dudng bay Pa Lat — Hu€ - Pa Lat va da
tam ngung khai thac tit nim 1993 vi nhitng 1y do khdch quan. Viéc md lai, khai
thdc dudng bay Pa Lat — Hu€ - Da Lat sé that sy mang lai hiéu qud kinh t€ cho
nganh cong nghiép khong khéi clia 2 tinh. Hién nay, khach du lich mudn di dén
Pa Lat va Hu€ déu phdi bay qua thanh phd Ho Chi Minh vi dudng bd di lai rat
kho khan.
3.2.2.5 Noi mang dudng bay véi tir cdc san bay ndi dia va qudc té&

Ngoai viéc quan tAim dén cdc dudng bay da dé cap & trén, Vietnam Airlines
con phdi that su quan tAm dén gid c4t ha cdnh clia cdc sin bay khdc sao cho phi
hop @€ khich nSi chuyé&n dé dang cé diéu kién d€ di ti€p d&€n Pa Lat hoic tir Pa

Lat di dén cédc tinh khdch. Vietnam Airlines can phai quan tAm hon nita cho
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khich qudc t& c6 gid bay tir nuc ngoii vao dé€ ndi chuyén dén Pa Lat va ngudc
lai.
Tém lai , trong diéu kién khai thac hang khong trong nuSc dang hinh thanh sy
canh tranh méinh liét, d6 1a viéc Pacific Airlines di thit su tdch ra khdi Téng
cong ty hang khong Viét Nam va trd thanh hdng hang khong gid ré dau tién
canh tranh thét sy v6i Vietnam Airlines trong thi trudng ndi dia,Vietnam Airlines
phai that sy quan tim dén mang dudng bay ndi dia va dic biét 1a mang dudng
bay dé&n cdc sin bay dia phuong dudc xem Ia c6 tiém ning vé du lich nhu Pa
Lat, Hu€, Nha Trang.Bén canh dé can quan tdm d&€n van dé phan phdi sin phdm
d€ ciing c¢6 mang dudng bay nodi dia hién tai va tuong lai, vAn dé tan suit bay
phdi dudc quan tdm thit sy tru6c doi thi canh tranh nhu Pacific Airlines hién
nay.
3.2.3 Giai phap vé dau tu phat trién tai sin bay Lién khuong - Pa Lat
3.2.3.1 Trang bi lai cac trang thi€t bi ky thuat phuc vu hanh khach va tau bay
Hién nay cdc trang thi€t bi , k§ thudt phuc vu hanh khdch tai cdng hang
khong Lién Khuong da lac hau. Vi vay, can c6 k& hoach trang bi lai toan by nhu
hé thdng checkin cho hanh khéich, cdc trang thi€t bi ki€m tra hanh 1y va hang
héa, bing chuyén giao trd hanh 1y va hé thdng thong bdo, thdng tin lién lac trong
khu vic nha ga. Cin nhanh chéng bé sung cdc trang thi€t bi k§ thuit phuc vu
tau bay nhu: xe nang hanh ly, hang héa, xe bing chuyén, xe van chuyén. Cic
trang thi€t bi nay phai dudc trang bi phui hgp d€ phuc vu cho cdc mdy bay hién
dai cit- ha cdnh.
3.2.3.2 Ting s6 lugng may bay Vietnam Airlines dua vao khai thic tai san
bay Lién Khudng - Da Lat.
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Viéc ting sO lugng mdy bay clia Vietnam Airlines khai thdc hién nay tai
Pa Lat 12 hét stc can thiét,vi no:

+ Phit hop vdi chi€n luge tdng quat, nhu ciu phat trién mang dudng bay,
dt vé so lugng, ching loai d€ ddm bio tan sudt bay, tii cung Wng cho céc giai
doan phat trién tai khu vuc Pa Lat hién nay va thdi gian sip tdi

+ Pdm bdo hiéu qua khai thdc trong moi trudng kinh t€ hdi nhap véi céc
tinh 1an c4n, khu vyc va thé gidi. Viéc ting ty 16 mdy bay khai thdc phai tinh dé€n
hiéu qua kinh t€ khai thdc phan chia cho tirng khu vuc hién nay

+ Cin ctt vao du 4n modi trudng kinh t&€ xa hoi, tinh hinh thi trudng, muc
tiéu va dinh huéng phdt trién d6i may bay ctia Vietnam Airlines da néu & trén,
chiing ta c6 k& hoach phét trién s6 lugng may bay dua vao khai thiac cho thi
truong Pa Lat nhu sau:

Bdng3.2 Ké hoach phidt trién dpi mdy bay ciia Vietnam Airlines tai Pa Lat dén
nam 2015

2007 | 2008 | 2009 | 2010 | 2011 | 2012 {2013 | 2014 | 2015
Nam

Loai

may bay
Tu 70 — dudi 2 2 2 3 3 3 4 4 5
100 ghé&
To 120 - 0 1 1 1 1 2 2 3 3

Téng 2 3 3 4 4 5 6 7 8
( Nguén tai vin phong dai dién Vietnam Airlines tai Pa Lat )

3.2.3.3 Hoan thién co ch& khai thiac va bao dudng sita chita may bay
Can cling c6 hé thdng diéu hanh k§ thuit cda Vietnam Airlines tai khu

vuc Pa Lat theo quy ché ctia Téng cong ty hang khong Viét Nam nhim dim bio
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ki€m sodt cdc quy trinh khai thdc k¥ thuit va bdo dudng mdy bay theo ding yéu
cau chdt lugng va an toan. Py 12 ndi dung co bidn bido ddm cho Vietnam
Airlines trd thanh nha khai thdc hang khong c6 dd tin cdy cao va dudc quic t&
thira nhan. Hién nay, tai Pa Lat viéc bdo dudng k§ thuit chii y&u 1a kiém tra va
chua thé xit Iy khi mdy bay c¢6 hdng héc 16n.

Phat trién xay dung vé mit bio dudng mdy bay tai Pa Lat dudi hinh thifc
1a don vi con clia cdc xi nghiép A76 va A75,can nhanh chéng k&t hgp trinh do k§
thudt & Thanh phd H5 Chi Minh va Ha Noi d€ chuyén giao cong nghé tién ti€n
vé cong nghé hang khong. Véi 1gi thé chi phi thip va chat lugng cao cia doi ngii
ngudi lao dong Viét Nam, nhim tirng budc cung dng cdc dich vu k¥ thudt va bdo
dudng da dang cé chit lugng, tao di€u kién cho mdy bay dugc khic phuc ngay
tai khu vuc khi ¢6 su c6 ky thuat.

Mit khdc Vietnam Airlines cAn x4y dung mdt chinh siach cung &ng vat tu
phu tiing linh hoat trén co s phdp 1y cho khu vuc Pa Lat theo cd ché€ phian bd
nhim t6i vu hod hé thdng cung ng. Tdi wu hod gid cd mua sim, ddm bdo kip
thdi cdc yéu cau sira chita, thay th& dic biét 12 cdc sy c¢d bAt thudng trong khai
thdc, ddng thdi duy tri mot cd cdu ton kho hgp 1y va ti€t kiém nhat.
3.2.3.4 Nang cao chat lugng hé thong diéu hanh khai thic va bdo dam an
toan bay

Vietnam Airlines can nhanh chéng thi€t 1ap hé thong diéu hanh khai thic
bay hién dai tai vin phong dai dién Vietnam Airlines Pa Lat trén c¢d sd tu ddng
hod cao nhiim ning cao vé chit lugng cong tic diéu hanh bay, t 14i, ti€p vién,
ddm bdo t6i vu va linh hoat trong st dung doi may bay, ngudi 14i, ti€p vién mot

céch ti€t kiém nhit, gidm thdi gian chét ctia phuong tién, gidm tiéu hao nhién
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liéu, linh hoat trong hodn d6i va k& hoach ho4 tdi cung @ng... Ting hiéu suit st
dung phuong tién va ddm bdo an toan, dd tin cdy trong khai thac.

DPé€ hoan thién va ning cao hiéu qui hé thdng diéu hanh khai thdc bay thi
Vietnam Airlines cin tip trung vao cdc ndi dung sau:

+ Hoan thién hé thong cdc tai liéu va quy ché khai thdc bay tai vin phong
dai dién Vietnam Airlines, ddm bdo ddp ng dugc cdc yéu cau clia nha chiic
trach hang khong c¢6 li€n quan.

+ Hoan thién hé thdng ki€m sodt va ddm bao chat lugng khai thic tai vin
phong dai dién Vietnam Airlines.

3.2.4 Gidi phap hoan thién va niang cao chit lugng ngudn nhan lyc

Ngudn nhin lyc 1a chia khéa thanh cong trong moi doanh nghiép, Vietnam
Airlines hién nay ciing hét stic quan tAim dén dén viéc phat tri€n ngudn nhan luc
dé ddp dng toc dd phat tri€n cda thi trudng hanh khach hién nay. Hién tai s6
lugng lao ddng c6 trinh d6 dai hoc trd 1€n tai khu vuc Pa Lat 1a chua cao vi vy
can c6 phuong huéng dao tao trong thdi gian tdi.

Vin phong dai dién Vietnam Airlines cian c¢6 qui hoach va xiy dung k&
hoach phdt trién d6i ngii lao dong di vé s6 lugng, hop 1y vé cd ciu, dat tiéu
chuin qudc t&€ vé trinh dd vdi cdc loai hinh lao dong dic thu hang khong. Phat
trién doi ngii cdn bo quan 1y dude dao tao cd ban va cé trinh dd nghiép vu tdt,
ndm vitng khoa hoc quan 1y va bi€t cdch lam viéc trong cd ché thi trudng. Do do,
chinh sich phét trién ngudn nhan lyc clia vin phong dai dién Vietnam Airlines
can thyc hién theo nhitng dinh huéng sau:

+ Xay dyng va thi€t 1ap hé thong phan tich va ddnh gid k€t qua 1am viéc
clia ngudi lao dong va thyc hién ché& dd thu nhap, dii ngd ngudi lao dong gin

chit v6i két qué lao dong clia tirng ngudi, tirng don vi.
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+ Cong tac dao tao phai dugc dic biét chd trong, hinh thic dao tao phai
da dang va cap nhat thong tin cho moi ddi tugng cdn bo trén cd s dim bdo chat
lugng ddo tao, khong lam dnh hudng dén hoat dong sdn xuit kinh doanh.
3.2.4.1 Tai san bay Lién Khuong — Pa Lat

CAn bd sung ngay nhan vién cho nhitng bd phan hién nay con thi€u, phai
c6 chuong trinh dao tao mdi va dao tao lai cho khoang 50 ngudi phuc vu khai
thac tai cdc bd phan phtu hdp véi cac chiing loai mdy bay cong nghé mdi cia
Vietnam Airlines. Mudn vay tai sin bay Lién Khuong can phai lién két v6i cac
dau mdi nhu sin bay Tan Son Nhit, Pa Ning, Ha Noi va Téng cong ty hang
khong Viét Nam, nhanh chéng thanh 14p mot bd phan huin luyén d€ gti di dao
tao va dao tao nhan vién tai chd d€ ti€t kiém chi phi, va ti€p can dudc véi cic
phuong phap dao tao tién tién.

3.2.4.2 Tai cac phong ban vé may bay

Can ting cudng cong tdc huin luyén dao tao hon nita vé k¥ niing, phong
cach phuc vu hanh khich, nghiép vu cong tic, cdc qui trinh qui dinh ctia Téng
cong ty, dic biét vé ngoai ngit thit hai (Korea, China, Japan..)), tdic phong, ngoai
hinh hoic luan chuyén phit hgp véi tirng dia di€m va thdi vy, d€ thuan tién hon
trong viéc giao ti€p vdi khdch hang, qua d6 s& lam thod man dudc nhu ciu cda
khach hang.
3.2.4.3 Tai by phan ky thuit may bay

Hién nay cdc nhan vién va cdn bd k¥ thudt mdy bay ctia Vietnam Airlines
tai Cang hang khong Lién Khudng con it, trinh d6 chua cao. Vietnam Airlines
can thuc hién cdc chuong trinh dao tao k&t hop nhiim dao tao méi va dao tao lai
cho khodng 10 cdn bo ky thudt va sita chita mdy bay, ki€m tra mdy bay tai Pa

Lat. Trong d6 hon 1/3 1a k¥ su va nhan vién c6 chiing chi va trinh dd nghiép vu
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cao, da sdc thyc hién toan bd cac cong viéc ky thudt va quan 1y ky thuit, cong
nghé hién dai ciia nganh hang khong. Mu6n vay , Vietnam Airlines can tan dung
t6i da cdc ngudn hién tai, ludn chuyén hoic tuyén mdi d€ cho di dao tao trong
nudc hoic qudc t€; mit khac Vietnam Airlines can phai chi y dao tao thg k§
thuit nhiim ning cao chit lugng nghé nghiép clia doi ngil cong nhan ky thuit.
3.2.4.4 Can b) quan ly tai vin phong dai diénVietnam Airlines

Vietnam Airlines cin wu tién cho chuong trinh dao tao dic biét bd tic va
nang cao trinh do cdn bd diéu hanh vé cdc k§ ning qudn tri, nhim ning cao
trinh d cdn bd quan tri va chuén bi cho d6i ngil cdn bd k& can sau ndy. Chuong
trinh sé dao tao va nang cao trinh d, k¥ nang quan tri cho khoang 3 ngudi hang
nim bing cdc hinh thifc nhu: glti di dao tao tai cdc trudng, chuong trinh quan tri
c6 uy tin trong va ngoai nudc hoic dio tao tai chd, k&t hop vdi viéc tuyén, lua
chon b8 sung tif cdc ngudn bén ngoii.
3.2.4.5 Can b) quan Iy tai sin bay Lién Khuong — Da Lat

Can xédc dinh 16 vé tinh hinh ting trudng kinh t& tai khu vuc dé tir d6 c6
k& hoach stt dung ngudn nhin Iyc ngay tai chd, cho di dao tao ngdn han ngudn
nhan Iyc qui hoach k€ cin hoic tuyén dung mdi, cho di ddo tao tai cdc trudng
dai hoc d€ c6 doi ngii quan ly tai chd trong thdi gian hién tai va chuén bi cho doi
ngii k€ cin sau nay.
3.2.4.6 Bo phan phuc vu mit dat tai sin bay Lién Khuong — Da Lat

Phdi hop véi cdc trung tAm dao tao nghiép vu hang khong tai TAn Son
Nhat, Pa Ning, tai Téng cong ty hang khong Viét Nam d€ dio tao cdc nhan
vién mdi tuyén, nhin vién hién c6 nhim cidp nhit kié€n thic nghiép vu hang
khong. Dic biét 12 k§ ning phuc vu khach hang can phii dugc thuc hién thudng

xuyén cho nhin vién mit dat, ddm bio toan bd nhan vién mit dit déu dugc hoc
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tdp nang cao trinh dd nghiép vu d€ phuc vu hanh khich ngay cang tot hon theo
ding qui trinh, quy dinh ctia nganh. Bén canh d6 can t§ chiic cdc cudc hdi thio
va hudn luyén vé chinh sich phuc vu hanh khach cho nhan vién mit dat. Sau cic
cudc hoi thdo can phdt dong cdc cudc thi dua vé nghiép vu giita cic t8, doi... dé
nhan vién 4p dung dugc vao thuc t&€ kién thic va kinh nghiém lam viéc dudc rit
ra, nhd d6 khic phuc dugce cdc diém y&u va nang cao chit lugng phuc vu.

Mudn thyc hién nhitng diéu trén, theo toi, sin bay Lién Khuong — Pa Lat
cAn phdi thyc hién nhitng bién phap sau:

+ Thanh 1ap mot td chuyén trach hodc kiém nhiém vé van dé trinh do va
nghiép vu clia nhin vién mit dit, lién hé véi cdc trung tAim dao tao nghiép vu vé
hang khong dé€ c¢6 k& hoach dao tao cho hing nim.

+ Tang cudng ngan sach cho hoat dong dao tao 1én khoang 5% doanh thu
va chi trong cong tic chuyén giao cong nghé thong qua cic co quan chi quin.
3.2.5 Giai phap hoan thién va niang cao chat lugng dich vu mat dat tai sin
bay Lién khuong - Pa Lat

Cha't lugng dich vu mit dat 1a mot trong mit xich quan trong trong hé
thdng chat lugng dich vu ctia hang khong. N6 ¢é dnh hudng 16n ddi v6i khdch
hang di lai va b6 mat phuc vu hanh khiach clia ca khu vyc cling nhu cia mdt
hang hang khong viéc thanh cong hay khong trong van dé khai thdc phu thudc
vao chit lugng dich vu mit dat. PE chat lugng dich vu mit dit tai Cdng hang
khong Lién Khuong dugc cdi thién va dat chat lugng tot trong diéu kién sdn
phdm van chuyén ngay cang dudc md rong nhu hién nay. Theo toi, can chi trong
vao nhitng ndi dung sau:

3.2.5.1 Hoan thién hé thong chinh sach, qui trinh phuc vu hanh khach



70

Trén co sd nghién citu ngudn thdng tin phan hodi cia hanh khach va tiéu chuin
phuc vu hanh khéch cla cdc sdn bay 16n trong nudc, tir d6 chinh stra cho phu hgp,
cu thé nhu sau.

+ Chinh sidch phuc vu vin chuyén hanh khich trong trudng hdp hanh
khdch bi nhd chuyén bay clia Vietnam Airlines vi 10i clia Vietnam Airlines.
Chinh sidch nay nén thuc hién theo mot qui trinh khép kin tir khi khdch bi nhd
chuyé&n bay cho dén khi khach thuc hién dudgc chuyén bay.

+ Chinh sich van chuyén ctia Vietnam Airlines quy dinh 1 chi chiu trach
nhiém van chuyén cho hanh khach d6i vdi hanh trinh di ghi trén vé ctia hanh
khach, nhung thuc t&€ ¢6 nhiéu hanh khich nuéc ngoai mua vé ching Pa Lat cla
Vietnam Airlines sau d6 ho lai c6 vé di ti€p sang noi khdc bing vé clia nhitng
hing hang khong khic. Trong nhiéu trudng hop chuyén bay clia Vietnam
Airlines bi chim hoic bi huy, do d6 ma hanh khich sé& khong di dugc ding dén
di€m dén cudi cling cia minh. Pidu ndy hoan toan trdi vdi thong 1& clia cdc hing
hang khong trén th€ gidi nén thi€t nghi ,Vietnam Airlines nén chinh stra lai chinh
sach nay, cu th€ 12 sé& chiu trdch nhiém ddi v6i hanh khich trong nhitng trudng
hop nhu vay, tir d6 sé tranh dudc nhiéu khi€u nai ctia hanh khich va ning cao uy
tin ctia hang.
3.2.5.2 Hoan thién va ning cao chat lugng dich vu dit chd ban vé tai Pa Lat

D€ cii ti€n hé thong va tao thuin 16i hon cho hanh khich, Vietnam
Airlines tai Pa Lat cAn ky k&t thém v6i cdc hé thdng phan phdi toan ciau nhu
Amadeus(hoat dong tai chiu Au va mot phan chiu A), Abacus(khu vuc chdu A
Thai Binh Duong). Mit khdc, khu vuc dit chd bdn vé clia Vietnam Airlines tai
Pa Lat can ting cudng thém s6 mdy dién thoai dé ddm bdo cong tic phuc vu

hanh khich ngdy cang t6t hon, vi v6i s6 mdy dién thoai nhu hién nay thi khdch
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hang thudng than phién 1a rat khé goi, do dudng day lién tuc bi ban, di€u nay
dan d&€n Vietnam Airlines s& mat khach do khach hang sé& di trén phuong tiefi
khdc. Ngoai ra Vietnam Airlines cAn nghién cttu phuong dn dit chd ban vé qua
mang Internet, xem d6 nhu 1a cong cu ti€p can vdi hanh khach trén pham vi toan
cau, sém dua hé thong vé dién tl vao st dung.

3.2.5.3 Hoan thién cong tic kiém tra giam sat hé thong dich vu_

Hién nay cong tic ki€m tra, giam sit do vin phong dai dién Vietnam
Airlines tai Pa Lat ddm nhan. PAy 1a mot trong nhitng nhiém vu trong tim ké tir
nam 2004 véi muc ti€u ddm bao duy tri va &n dinh chat lugng dich vu trong diéu
kién sdn pham dich vu ngay cang md rong. Cong tdc kiém tra giam st cin dudc
thuc hién tai tdt cd cdc chuyén bay di va dén. Noi dung ki€m tra s& chi trong
vao chat lugng cia d6i tdc phuc vu mit dit: lam viéc véi cdc doi tdc vé viéc
tuan thii cdc hdp déng phuc vu mit dit di ky, nhitng vuéng mic, phat sinh.
Trong qué trinh thyc hién hgp dong viéc ddm bdo chit lugng cdc dich vu cung
ng cla cdc ddi tdc ma cu thé 12 cdng hang khong Lién khuong.
3.2.5.4 Hoan thién dich vu truée chuyé&n bay

+ Hién nay san bay Lién Khuong chua c6 hé thdng bing chuyén hanh ly
tu dong trong cong viéc ky glri hanh 1y ctia hanh khach, vi vy khi hanh khach
ky giti hanh Iy da gdy mat thdi gian va khong khoa hoc. Vi vdy, cin sém trang bi
trang thi€t bi nay d€ hanh khach khi lam thd tuc trudc chuyé&n bay dugc thuin 1gi
va thdy an toan cho hanh Iy ky gtti cdia minh.

+ Bdn vé va gidi quyé&t vé gid chét tai san bay: cAn bd tri thém cdc quay
bdn vé va quay gidi quyét vé gid chét tai sin bay dé tao diéu kién thuan 1gi cho

hanh khich va ddp &ng dudc nhu ciu cla ho. Nhian vién bdn vé tai sin bay cin
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dudc huan luyén k§j vé kh3 ning giao ti€p bing cdc thif ti€ng nhu Anh, Phdp,
Trung Qudc, Nhat Bdn dé thuan 1gi trong vi€éc giao dich v6i hanh khach.

+ Lam thd tuc va phuc vu chuyé&n bay: Pay 1a khiu quan trong trong dich
vu san phdm van chuyén hanh khach, d€ gidm bét thdi gian chd ddi clia hanh
khdch khi 1am thd tuc nhu hién nay, Cidng hang khong Lién Khuong can phdi
ting cudng thém s quiy va s& nhin vién 1am thi tuc; cu thé 13 ting cudng thém
tir 2 d&€n 03 quay nita va phdi c6 hai quiy danh riéng cho khich thuong gia, mot
quiy cho khidch VIP (very important perons), mot quay danh cho khidch hang
thudng xuyén hang Gold. Thdi gian 1am thd tuc cho khdch & tat cd cdc hang tdi
da 12 3 pht.

+ Hién nay tai Cdng hang khong Lién Khuong chwa c6 hé thong lam thi
tuc dién t, vi vy can hoan thién va ning cip cdc chifc ning clia hé thong lam
thd tuc mdi DCS (Departure Control System) dé lam thi tuc thing cho hanh
khdch vad d&n di€m cudi clia hanh trinh, trén cdc dudng bay ma khich ndi
chuyén ti€p theo, d€ tao su thuin 1gi cho hanh khdch c6 ndi chuyén qua nhiéu
di€m dirng khac nhau.

Vi du:mdt hanh khich cé hanh trinh Pa Lat - H6 Chi Minh — Pa Ning — Ha
Noi, véi hé thong cii thi sau khi d&n HO Chi Minh thi khdch phai téi quiy lam
thi tuc nhin thé 1én tau di Pa Ning, tuong tu nhu vy tai Pa Ndng khdch phdi
dé&n quay lam thd tuc nhin thé 1én tau di Ha Noi va hanh 1y ky gii cling phai
khai bdo lai tir ddu. V§i hé thong méi thi khdch chi can 1am thi tuc duy nhat mot
1an tai Pa Lat va s& dugc nhan thé 1én thu di ti€p nhitng ching sau. Mudn thuc
hién dudc diéu nay thi ngoai nhitng ¢6 ging vé mit k§ thuat 1ap trinh, cii ti€n

quy trinh phuc vu thi cing hang khong Lién Khuong can phdi diu tu trang thiét
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bi k§ thuit va hé thdng dudng truyén sd liéu, tham khio nhitng sin bay 16n nhu
Tan Son Nhat, Pa Néng...

+ P& tao 4n tugng t6t cho hanh khéich thi diéu cdt yéu nhit d6i véi mot
hang hang khong 1a cdc chuyén bay dudc thuc hién phii ding gid. Mudn vay thi
Vietnam Airlines can phai sip x&p lich bay cho mdy bay, phi cong, ti€p vién ...
mdt cdch khoa hoc trén co s tu¢ dong hod. Trong trudng hgp c6 su cham tré,
Vietnam Airlines can phdi ddm bdo cung cip thong tin kip thdi, thudng xuyén va
chinh xdc cho hanh khdch. Mit khdc Vietnam Airlines cin phdi bd tri nhitng
nhan vién c6 nhiéu kinh nghiém va kh3 niing giao ti€p tot dé gidi quyét nhitng
yéu ciu chinh ddng ctia hanh khach, tir d6 ma hanh khdch s& cdm nhin sy quan
tdm, chim séc va chia sé clia hing ddi v4i minh tai khu vuc c6 khich du lich qua
lai nhu sdn bay Pa Lat hi€n nay.
3.2.5.5 Hoan thién dich vu sau chuy&n bay

+ Cang hang khong Lién Khuong cin ting cudng thém quay va nhin vién
dé hudng din hanh khich 1am thd tuc khi dén, dic biét 1a trg gitp cho tré em,
phu nit c6 thai, ngudi gia y&u va ngudi tan tit.. d€ tao 4n tugng tot cho hanh
khach dich vu nay phdi hoan toan mién phi.

+ Vietnam Airlines cAn cdi ti€n quy trinh phuc vu hanh Iy d&n tai Cing
hang khong Lién Khuong d€ sao cho hanh khach c6 thé 14y lai hanh 1y ctia minh
sau chuy&n bay mot cich nhanh chéng nhit, cd gdng phdn diu dat tiéu chuin:
sau khi hanh khach vio d&n nha ga 13 hanh ly d3 c6 sin (d6i v6i khdch han
thuong gia) va 5 phiit chd (d6i véi hanh khdch hang phS thong). Ngoii ra
Vietnam Airlines cin t§ chiic cdc hoat dong dao tao, kiém tra nghi€p vu dinh ky
va gido duc tu twdng cho nhin vién dé viéc phuc vu khiach hang ngay mot tot

hon.
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3.2.5.6 Hoan thién nhirng dich vu hanh khich dinh gia thap theo ti¢u chuin
ASQ (Airport Service Quality - chat lwgng dich vu san bay)

Tiéu chudn danh gia dich vu hang khong tai san bay hién nay dang dugc cac
nude trén thé gisi ap dung. Qua danh gia thuc té, tac gia thiy can diéu chinh nhimg
dich vu sau:

Can bd tri va tao st dung tién loi, don gidn cua cac ki hi¢u thong tin trong
khu vyc nha ga, day la viéc d@ sira d6i nén can bd tri thém hodc thay mai cac ban
hiéu, bd tri thém nhan vién va ban hudng dan thong tin trong nha ga dé tao thuan loi
cho khach hang. Hién nay san bay Lién Khuong — Da Lat chua bd tri khu vuc danh
riéng cho hut thudc 14, vi vay khach hat thudc 14 khong thé hat thude. San bay Lién
Khuong — Pa Lat can bd tri thém khu vuc nay cho déng bo dich vu.

Khu vyc nha vé sinh hién nay dugc danh gia thip, cin nang cip sira chita lai
cac nha vé sinh hién c6, bd tri khu vuc xe phuc vu hanh 1y sao cho hop Iy dé co su
san sang cua xe phuc vu hanh 1y cho hanh khach.

Can dao tao nhiéu hon nita, dao tao lai dé nang cao k¥ ndng cua nhan vién
trong viéc giai quyét van dé phat sinh, day 1a van d& quan trong trong viéc phuc vu
hanh khach va giai quyét nhitng van dé bat thuong phat sinh cta chuyén bay, nang
cao muc d6 hai long ctia hanh khach.

Vé déng phuc cua nhan vién; dich vu ddi tién; Cira hang mua sam tai nha ga;
quiy café va quay BAR trong nha ga. Py 13 nhom yéu té dugc danh gia 1a yéu, 1am
anh huong dén chit luong dich vu khach hang tai san bay Lién Khuong — Pa Lat.
Ban giam ddc san bay Lién Khuong can nhanh chong khic phuc b sung cho hop 1y
3.2.6 Nang cao cac chat lugng dich vu trén khong

Hién nay dich vu trén khong ctia cdc chuyén bay di va dé€n Pa Lat dudgc
hanh khdch ddnh gid khdng cao, vi vay Vietnam Airlines can hoan thién dich vu

nay theo huéng sau:
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3.2.6.1 Ddi véi dich vu bao chi

Vietnam Airlines can da dang héa céc loai bdo chi cung cAp trén mdy bay
dé hanh khdch cé nhiéu lya chon, dic biét trén dudng bay Pa Lat — Ha Noi va
ngudc lai d€ khiach cdm thay thodi mai trong sudt thdi gian bay gin 2 gid
3.2.6.2 d6i véi suat dn, do udéng

Cin ctf vdo k&t qud diéu tra hanh khich va tinh quan trong clia ting
chuy&n bay, k& hoach niang c4p suit #n s& tap trung chi yéu dudng bay Da Lat
— Ha Noi — Pa Lat trén co sd ra sodt tiéu chuin, chat lugng suat dn, tirng chuyén
bay va tirng dau sin bay cung @ng, tic gid dé nghi chi nén ning cip nhitng
thanh phan, nhitng mén in hién nay cé chit lugng chua cao. Do dé k& hoach
nang cip sé tap trung vao 2 diém:

+ Thay d6i hinh thic trinh bay va ché& bi€n mén in.

+ Nang cap chit lugng thuc phdm theo co ciu bira dn.

3.2.7 Phat trién chuong trinh khich hang thudng xuyén “Golden Lotus
Plus ”’(GLP)

Chuong trinh khdch hang thudng xuyén GLP déng mot vai tro rit quan
trong trong k& hoach kinh doanh clia Vietnam Airlines tai khu vyc vi né duy tri
l1ong trung thanh ctia hanh khich d6i véi hiang, ¢6 tic dung 16i kéo hanh khich
va 12 cong cu marketing hét stc dic luc. Do do, ma viéc ngay cang hoan thién
va ning cao chit lugng chuong trinh 13 mdt nhu cAu hét sic cip thi€t, Vietnam
Airlines d3 dua khu vyc sin bay Pa Lat vio dudng bay cé cong di€m cho khach
GLP cho thiy tAm quan trong clia thi trudng nay. Tuy nhién, cAn hoan thién hon

va c¢6 nhirng gidi phdp sau:



76

+ Can hdp tdc thém véi s6 khdch san 16n tai Pa lat: Sofitel, Novotel, Ngoc
Lan, Golf...khi khidch & cdc khich san nay déu dugc cong diém nhim da dang
hod sdn phd&m phuc vu cho nhu ciu ctia khich hang.

+ CAn phdi hdp vé6i cdc don vi trong Vietnam Airlines d€ ti€n hanh tap
huan, hoi thdo vé chuong trinh GLP cho nhin vién cda cdc don vi cling nhu cho
dai ly. Ti€n hanh khdo sit va lam viéc véi cdc don vi chiu trach nhiém bédo cdo
dir liéu bay ctia hdi vién dé xdy dung cdc bién phdp cai thién tinh hinh bdo cdo
thi€u va sai dif liéu cda hdi vién.

+ Vin phong dai dién Vietnam Airlines tai Pa Lat phdi xay dung nhiéu
chuong trinh khuy&n mai véi ndi dung da dang va phong phd. Thyc hién quing
cdo chudng trinh trén cac phuong ti€n thong tin dai ching.

+ Can trién khai cdc chuong trinh d3o tao nghiép vu FFP theo k& hoach
cho cdc don vi cd s& ddm bdo viéc phuc vu hoi vién & cac ddu phong vé va sin
bay.

+ Can tri€n khai dé 4n ning cAp hé thdng quin ly chuong trinh khich
hang thudng xuyén. Theo d6, hé thong s& két ndi vdi mang Internet d€ hoi vién
c6 thé dé& dang truy cip thong tin va tham gia chuong trinh. Ngoai ra cdc thong
tin vé hoi vién s& dudc cip nhit 1én hé thong dit giit chd clia Vietnam Airlines
s& gildp cho nhan vién ban vé, dit chd, tw dong cap nhat thong tin vao booking.
Qua d6, s& lam gidm bét tinh trang bdo cdo thi€u va sai dit liéu ctia hoi vién
ciing nhu nhan bi€t dugc hoi vién khi giao dich va tiép xic.

+ Can sira d6i quy dinh phuc vu hdi vién di biing vé thudng thi sé& dugc
phép do6i xt nhu hanh kh4ch di bing vé mua thong thudng. Nhu vay , hdi vién di
bing thudng s& dugc phuc vu nhu hanh khdch di may bay bing vé mua. Theo do,

trong trudng hop cic chuyén bay bi chAm chuyén, huy chuyén, hét chd hoic vi
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cic 16i khdc clia Vietnam Airlines thi hoi vién s& dugc hudng cic khoin bdi
thudng nhu hanh khach di bing vé mua.

3.3 Cac ki€n nghi

3.3.1 Kié&n nghi d6i véi nha nuéce

+ Nha nudc can xem xét viéc bai mién thi thyc d6i véi nhitng qudc gia cé
lugng khich du lich d@€n Viét Nam nhiéu va dn dinh nhu Nhat Bidn, Han Qudc,
Trung Qudc, tao diéu kién thuin 1gi d€ khach du lich d& dang di dén Pa Lat dé
tham quan du lich.

+ Nha nuSc can sém cé k& hoach c¢6 phan héa Tong cong ty hang khong
Viét Nam vi ddy c6 thé sé ddy manh tinh than 1am chd cda ngudi lao dong, ting
cuong k¥ niang quéan ly.

+ Nha nu6c can sém qui hoach diu tu tai Cang hang khong Lién khuong
theo xu huéng mé cita d€ cic chuyén bay c6 thé bay thing tif nuéc ngoai vao dia
ban tinh LAm Pdng; dinh huéng xay dung LAm Pong trung tim trung chuyén
hang khong cia cdc tinh Ty nguyén.

+ Pé nghi nha nudc hd trg vé tai chinh, ting cudng dau tu phat trién cho
Vietnam Airlines cu thé 1a: hd trg von dudi hinh thic bd sung vén s hitu nha
nu6c cho Téng cong ty hang khong Viét Nam hoic cho vay uu ddi dai han, bio
lanh cho Téng cong ty hang khong Viét Nam vay von nuSc ngoai dé phat trién
doi bay theo c¢d ché mién phi bdo 1anh va khong khdng ch€ han mitc nhim ting
s0 lugng may bay.

3.3.2 Kié&n nghi véi chinh quyén dia phwong tinh LAm Pong

+ Chinh quyén dia phuong tinh LAm Pdng cin ¢6 chinh sich thong thodng

dé 16i cudn cac nha dau tu trong va ngoai nudc d&€n Pa Lat mot cach thuan Igi va

hiéu qua.



78

+ Chinh quyén dia phuong cin cé chinh sich bdo vé khach du lich mot
céch t6t hon, quan triét cidc ¢d s§ dich vu phuc vu khach du lich t8t hon, trdnh
tinh trang nang gid véi khach du lich.

+ Nganh du lich ciia tinh nha cin c6 phuong huéng hoat dong t6t hon dé
16i cudn khdch du lich. Can t8 chifc ban tour theo mot qui trinh khép kin, ting
cudng cong tic quing bd, ting cudng qui hoach va dau tu tai cic diém tham
quan.

+ Chinh quyén dia phuong cAn s6m ning cip dau tw dudng tir sin bay dén
Thanh phd Pa Lat nhim tao diéu kién thudn 1di cho hanh khach di lai giita sin
bay va thanh phd. S6m hoan thién dy 4n dudng cao toc san bay Lién Khuong Da
Lat hién nay.

3.3.3 Kié&n nghi vGi Vietnam Airlines

+ Vietnam Airlines can thuc hién viéc quan 1y chdt lugng theo tiéu chuin
ISO mot cdch thong nhat tir trén xudng dudi trong toan tdng cong ty, khong nén
cho phép tirng don vi trong Téng Cong Ty thyc hién ISO mot cich riéng ré ma
phdi trién khai dé€n tirng sin bay dia phuong nhim thuc hién quan 1y chit lugng
t6ng thé trén toan qudc, dic biét 1a cac sdn bay du lich nhu Pa Lat.

+ Vietnam Airlines cin thuc hién nguyén tic huéng vé khiach hang chi
khong nén qué chu trong dé€n hiéu qua ma 1am dnh hudng dén chat lugng phuc
vu khach hang.

Cu thé:

- Chinh sdch Reconfirm tru6c chuyén bay 72h, nhiéu hanh khich khong
bi€t chinh sich nay clia hing hoic khong c6 thdi gian d€ dén phong vé hoic da
goi dién thoai nhung khong lién lac dugc vi dudng ddy bi ban lién tuc, do d6 chd

clia ho bi huy nén khiach hang phan nan nhiéu.
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- Chinh sdch Over booking: han ch& viéc mdy bay con thi€u chd trong
trong thdi gian qua Vietnam Airlines da dp dung chinh sdch ban vugt s6 chd c6
trén mdy bay tai khu vuc Pa Lat , nhung do tinh todn chua k§ nén c6 nhiéu hanh
khach ra sdan bay lai di khong dugc .

Do dé dé nghi Vietnam Airlines nén huy bd chinh sdch Reconfirm truéc
chuyé&n bay 72h va can phai tinh todn k§ khi st dung chinh sach Over booking.

- Ting cudng thu thip v ning cao hiéu qua x& 1y thdng tin phin hdi tir
hanh khé4ch tai khu vyc Pa Lat nhim ddnh gid ding didn chit lugng dich vu hién
thdi cia Vietnam Airlines va xu huéng bién dong clia ching.

- Tidng cudng cong tac hudn luyén dao tao cho nhan vién va cdc dai ly ban
vé vé k§ ning Customer Service, k§ ning vé xit 1y bdn vé. Thyc hién cung cap
thong tin day di va kip thdi cho hanh khdch khi dit vé, giit chd, nhat thi€t phai
lién lac so dién thoai lién lac ctia khach d€ kip thdi thong bdo cho khich hang
trong nhitng trudng hgp bat thudng nhu chdm chuyén, huy chuyén, tranh nhitng
trudng hgp khach 1én san bay réi méi bi€t dude thong tin.

- Cin dao tao va dao tao lai toan bd nhin vién mit dit hién nay d€ kip
thdi ndm bit va st dung cdc cong nghé, trang thi€t bi hién dai, k§ ning phuc vu

hanh khéch va xt ly tinh hudng.
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KET LUAN

Nam 2006 vé6i viée Viét Nam gia nhap T6 chic Thuong mai Thé gidi
(WTO), ky két cac hiép dinh thuong mai song phuong, hoan thién hon nita hé
thong luat phéap, di 1am cho gudng may ciia nén kinh té nudc ta hoat dong manh mé
hon, nhu ciu di lai va du lich cia ngudi dan ting cao.Tir d6, tao da phat trién cho
nganh vén tai hang khong. Nim bét co hoi trong mot thi truong diy tiém ning,
Téng Cong ty Hang khong Viét Nam da thyc hién mot budc di quan trong mang
tinh chién lugc: tro thanh thanh vién chinh thirc cia Hiép hoi Van tai Hang khong
Qudc t& (IATA) vao thang 12/2006.

Nam 2006 thi trudng van tai hang khong Viét Nam trong nudc dugc coi la
dang phdt tri€n va thi trudng tai khu vuc Pa Lat cling nim trong xu huéng phat
trién d6, nhung sy phdt trién nay trong nhitng nim vira qua 12 khong chic chin,
mang tinh c¢d hoi nhiéu hon tinh 8n dinh, tinh xu th& do viéc phat trién khong ty
1é thuan vdi cdc chi tiéu phat trién kinh t€ va day 12 mdt nghich 1y khé c6 thé

tOn tai lau dai dugc.

DPé& c6 thé canh tranh dudc v6i cdc hing hang khong hiing manh trén thé
gi6i thi Vietnam Airlines cian phdi gia ting ning luc canh tranh cia minh va vi
vdy ma viéc hoan thién va ning cao chit lugng dich vu trd nén nhu cau hét siic

cap thiét .

Qua ddnh gid, phan tich tinh hinh thuc t€ vé cdc y&u t6 4nh hudng dén
chd't luong dich vu clia Vietnam Airlines tai san bay Lién Khuong -Da Lat, ching
ta da thidy dudc nhitng han ch€ va nhitng y€u kém clia Vietnam Airlines trong
cong tdc phuc vu khach hang tai san bay Lién Khuong -ba Lat, va day dugc xem
12 tinh hinh chung cho toan bd cic san bay dia phuong trong nude. VGi mong mudn
hoan thién va ning cao chat lugng dich vu ctia hiang, nhim muc dich gia ting

ning luc canh tranh cda Vietnam Airlines va bdo ddm hoan thanh muc tiéu da dé
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ra trong thdi gian t6i, tdc gid dd nghién cttu va dua ra hé thdng cdc gidi phap
nhim hoan thién va ning cao chat lugng dich vu hang khong tai sin bay Lién
Khuong -Da Lat. Ludn viin da tiing budc gidi quyét ndi dung cin nghién citu bao

gdm cédc van dé sau:

+ Trinh bay tdng quan vé khai hang khong tai san bay Lién Khuong —Pa
Lat hién nay, phin tich cdc ngudn luc hién c6 tai san bay Lién Khuwong -Da Lat
dong thdi chi rd 4nh hudng clia cdc ngudn Iyc nay vé6i viéc hoan thién va ning

cao chat lugng dich vu clia Vietnam Airlines tai san bay Lién Khuong -Da Lat.

+ Trinh bay nhitng ¢d hdi va de doa clia mdi trudng ddi véi Vietnam
Airlines, phan tich nhitng di€ém manh, di€m y&u va nhitng ton tai trong cic loai
hinh dich vu ma Vietnam Airlines cung cAp cho khdch hang. Piy chinh 1a nén

tang dé dé ra cac gidi phap & chuong III.

+ Ciin ctf vao cdc dy bdo nhu ciu cla thi trudng van chuyén hang khong
dén nim 2015 va moi trudng kinh t&€ xa hoi, tic gid da xdc dinh quan di€m va
muc tiéu phdt trién clia Vietnam Airlines d€n nim 2015 cho sin bay Lién
Khuong - Pa Lat. D€ d4p tng nhu ciu thi trudng, muc tiéu phat trién dong thdi
khic phuc nhitng nhudc diém va tdn tai clia Vietnam Airlines trong cdc dich vu
ma hing da cung cip cho khich hang, tic gid di dé ra hé thong cdc gidi phdp va
ki€n nghi. N&€u dudc thuc hién t5t v dong bd thi chiing s& 1am cho viéc hoan
thién va nang cao chi't lugng dich cu van chuyén clia Vietnam Airlines mang tinh
kha thi cao; qua d6 sé lam gia ting ning luc canh tranh va 1am thay d8i hinh 4nh
clia Vietnam Airlines truéc mit cong ching theo chiéu huéng t6t, khdng chi riéng

cho khu vuc Pa Lat ma cho tat cd cdc san bay dia phuong trong nudc.

Hy vong ring dé tai nay s& déng gép mot phan nhd bé vao sy phdt trién

clia Vietnam Airlines tai sdn bay Lién Khuong -Pa Lat, su phat trién cia nganh
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hang khong tai Da Lat trong thdi gian t6i, gitp dat dugc muc tiéu khiém t6n trong
giai doan d&€n nim 2015 12 “ xay dung mot thi truong hang khong tai sin bay Lién
Khuong - Pa Lat thanh mot thi truong manh trong nudc, ¢6 thé mé duoc va phuc vu
dugc cac chuyén bay qudc té, gop phan phat trién kinh té ciia dat nudc néi chung va

tinh Lam PBong no6i riéng"



PHU LUC

PHU LUC 1
Ti€u chuan chat lwgng dich vu san bay ( ASQ )

ﬁ AIRPORT SERVICE QUALITY Setting & Monitoring Standards

ASQ ratings are used to set service standards as
well as to monitor quarterly performance

Score Overall Satisfaction Service Level Agreement
’ (SLA) for concessionaires and
54 service providers
? ASQ Performance
4 Target
Setting goals for
34 management and teams

arguments over randomly

’ Fully transparent. No
assigned targets and goals.

Target Year Q1 Q2 Q3 Q4

PHU LUC 2
Xac dinh nhirng tiéu chuan dich vu (ASQ)

ASQ helps identifying excellence within your organization and in the industry

Excellent

Foor

e - S

Gate Areas Parking Restaurants



) PHU LUC 3
Thang tiéu chuan mo ta sy théa man cia khach hang

ASQ information allows a local and industry-wide analysis, supporting
investment decision in areas which improve customer satisfaction

Above Average >
| Eaze of connection
Restaurants
Cleens

Washrooms

| Ambience

zate Areas
|

IT Fadilities

Security Inspection

Business Lounges _
Cleanliness of terminal

Faring

Baggage Carls

_._*__
Industry Average



PHU LUC 4
H¢ so Cronbach alpha ciia mtl,mt2

Correlation Matrix

MT1 MT2
MT1 1.0000
MT2 -9250 1.0000
N of Cases = 215
Item-total Statistics
Scale Scale Corrected
Mean Variance Item- Squared Alpha
if Item it Item Total Multiple it Item
Deleted Deleted Correlation Correlation Deleted
MT1 3.5349 1.0537 -9250 .8557 -
MT2 3.0233 1.9854 -9250 .8557 -
Reliability Coefficients 2 items
Alpha = .9365 Standardized item alpha = -9611
PHU LUC 5
Hé so Cronbach alpha cia tb1,tb2,tb3
Correlation Matrix
TB1 TB2 TB3
TB1 1.0000
TB2 .9174 1.0000
B3 .7344 .6654 1.0000
N of Cases = 215
Item-total Statistics
Scale Scale Corrected
Mean Variance Item- Squared Alpha
if Item if Item Total Multiple if Item
Deleted Deleted Correlation Correlation Deleted
TB1 8.0279 2.4572 -9042 .8693 -7990
TB2 7.0605 4.4963 -8780 .8418 .7932
TB3 7.0233 4.8733 .7225 .5398 -8976
Reliability Coefficients 3 items
Alpha = .8854 Standardized item alpha = .9106




) PHU LUC 6:
Hé so Cronbach alpha cia db1,db2,db3,db4,db5,db6,db7,db8,db9,db10

Correlation Matrix

DB1 DB2 DB3 DB4 DB5
DB1 1.0000
DB2 .8799 1.0000
DB3 .8417 .9392 1.0000
DB4 .8113 .9190 .8907 1.0000
DB5 .9045 .9635 .9202 .8954 1.0000
DB6 .9027 .8766 .8569 .8869 .8977
DB7 .9161 .8926 .8579 .8659 .9115
DB8 .9018 .8304 .7842 .7911 .8565
DB9 .8271 .9236 .9612 .9103 .9032
DB10 .9424 .8871 .8565 .8085 .9039
N of Cases = 215.0
Item-total Statistics
Scale Scale
Mean Variance
if ltem if Item
Deleted Deleted
DB1 244977 76.1016
DB2 25.4698 77.1755
DB3 25.6233 79.7032
DB4 25.5302 74.2876
DB5 24 .4930 75.9427
DB6 24.1070 78.6848
DB7 24 .1953 78.7374
DB8 23.3767 82.0023
DB9 25.6651 79.2051
DB10O 24 .5209 74.0918

Reliability Coefficients 10 items

Alpha =  .9850

DB6 DB7 DB8 DB9
1.0000

.9552 1.0000

.8862 .9154 1.0000

.8631 .8603 .7672 1.0000

.9302 .9417 .929 .8390

Corrected
Item- Squared
Total Multiple
Correlation Correlation
.9284 .9076
.9548 .9588
.9284 .9447
.9081 .9207
.9597 .9467
.9466 .9447
.9536 .9445
.8971 .8948
.9213 .9410
.9407 .9543
= .9871

Standardized item alpha

DB10

1.

0000

Alpha
if Item
Deleted

-9833
.9824
-9835
.9847
.9822
-9828
-9826
-9848
-9835
-9833




) PHU LUC 7
Hé so Cronbach alpha ciia bh1,bh2,bh3

Correlation Matrix

BH1
BH1 1.0000
BH2 .9085
BH3 .9362
N of Cases =

Item-total Statistics

Scale
Mean

if Item
Deleted

BH1 5.4186
BH2 5.0326
BH3 5.1953

Reliability Coefficients

Alpha = .9666

BH2

1.0000
-8804

215.0

Scale
Variance
if ltem
Deleted

5.4968
5.2279
5.3729

3 items

BH3

1.0000

Corrected
Item-
Total
Correlation

-9509
.9088
.9287

Standardized item alpha =

Squared
Multiple
Correlation

-9080
.8325
.8816

-9675

Alpha
if Item
Deleted

-9360
-9667
-9505




] PHULUCS
Keét qua kiém dinh thang do KMO

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. .948

Bartlett's Test of Approx. Chi-Square 12183.880

Sphericity df 231
Sig. .000

Total Variance Explained

Initial Eigenvalues
Component Total % of Variance | Cumulative %
1 19.520 88.725 88.725
2 .656 2.982 91.707
3 491 2.230 93.937
4 322 1.463 95.400
5 .215 .977 96.377
6 .158 719 97.096
7 117 .533 97.629
8 .092 418 98.047
9 .081 .369 98.416
10 .060 .275 98.691
11 .047 .215 98.906
12 041 .186 99.092
13 .036 .163 99.255
14 .032 144 99.399
15 .026 .118 99.517
16 .023 .104 99.622
17 .022 .100 99.722
18 .020 .093 99.815
19 014 .064 99.879
20 011 .049 99.928
21 .010 .044 99.972
22 .006 .028 100.000

Extraction Method: Principal Component Analysis.



PHU LUC 09
TINH HINH BAO CAO CAC DU LIEU BAY CUA HOI VIEN TAI SAN
BAY PA LAT NAM 2006

n .| Chuyén bay hoi vién
T R L Dbién vin sai " . R
So dién vin khong dugc bao cao x o khi€u nai do khéng dugc
mau chuan . o
cong diém
San . y . . . | SO .
So So So . 1. | SO Ty ~ | SO . i
bay » » v | Ty 1&| _ . chuyén ~ | Ty lé
chuyén | chuyén | chuyén en dién |1¢ chuyén e n
o, ) thiéu ) } bay thiéu
bay phai | bay bao | bay sai sai bay
o, . o (%) x x| thuc " %
bao cao | cao thiéu mau mau N thiéu
hién
DLI 597 500 97 17 165 33 2985 771 25

(Nguon: Trung tém FFP — Téng Cong Ty Hang khong Viét Nam)




. PHU LUC 10
CAC THUONG QUYEN TRONG HOAT PONG VAN TAI HANG
KHONG QUOC TE

Céc hing hang khong thudng khong thé tu do bay dén bat ky di€ém dén
nao trén th& gidi ma phai tudn theo su diéu ti€t clia hoat dong van tdi hang
khong hay con goi 1a diéu ti€t khong tdi. Mudn bay dé€n mot diém nao dé thi
thong thudng chinh phi ctia cdc hang khong sé ky k€t hiép dinh hang khong
vdi nhau, hiép dinh thong thudng nay s& bao gdm nhitng thudng quyén sau:
Thuong quyén 1: bay qui canh

Nué6c thit ba 1a nuc cdp quyén bay qud cidnh. Vi du: mot chuyén bay
cia Vietnam Airlines c6 hanh trinh 1a SGN — HKG — PAR thi ngoai viéc dugc
chinh phd Phdp déng ¥ cho mdy bay VNA ha cdnh xudng Paris thi Vietnam
Airlines bay qua biu trdi cia Hong Kong.
Thuong quyén 2: Ha cianh k¥ thuat

Nudc thit ba 12 nudc cAp quyén ha cdnh k§ thuat. Tuong tu nhu trén néu
mdy bay clia Vietnam Airlines can phdi ha cdnh 8 HKG d€ nap thém xing,
diu hoic trong trudng hgp mdy bay hdng héc cian phai ha canh thi phii ¢ su
chap thuin cda chinh phd Hong Kong.
Thuong quyén 3: Ché hanh khach va hanh Iy d&€n nuéc bén kia

Nudc ddi tac 1a nude cap thuong quyén 3
Thuong quyén 4: Ché hanh khach va hanh 1y vé lai nuéc minh

Nué6c doi tac 1a nude cAp thuong quyén 4
Thudng quyén 5: Ché giita hai nuéc trén cung chuyé&n bay gin véi nuéc
minh

Hai nu6c doi tdc 1a nude cAp thuong quyén 5
Thuong quyén 6: Ché giita hai nuéc trung chuyén qua nuéc minh

Pay Ia hinh thitc k&t hgp giita thuong quyén 3 va thuong quyén 4. vi du:
Vietnam Airlines c6 chuyén bay PAR — SGN — BKK, d6 1a su két hgp thuong
quyén 4 PAR — SGN va thuong quyén 3 SGN — BKK.
Thuong quyén 7: Ché giita hai nu6c trén mot chuyé&n bay tach roi khong
gin v6i nuéc minh
Thueng quyén 8: Ché noi dia ctia nuéc bén kia trén ciing mét chuyé&n bay
qudc t& kéo dai gin lién véi nuée minh. Vi du: FRA — SGN - HAN



) PHU LUC 11
CAC UUPAI VE DICH VU VA KINH TE CHO HOI VIEN CHUONG
TRINH KHA CH HANG THUONG XUYEN GLP

Cung cap ngay cang t6t hon dich vu cho khach hang ludn 1a muc tiéu phan
d4u cia Vietnam Airlines. Chuong trinh khach hang thuong xuyén Bong Sen
Vang 1a mot trong rat nhleu no lyc cia Vietnam Airlines mong muon dem lai
cho nhitng khach hang gan bé nhiing phan thudng c6 gia tri, nhitng wu dai ximg
dang.

Puoc ap dung tir cudi nam 1999, chuong trinh Béng Sen Vang ngay cang
dugc mo rong va phat trién. Pén cudi nam 2004, chuong trinh da dugc trién khai
ap dung cho hanh khach & tit ca cac thi truong ma Vietnam Airlines c6 dudng
bay t6i. Hoi vién tham gia vao chuong trinh Bong Sen Vang s& dugc cong diém
mdi khi bay trén cic chuyén bay ciia Vietnam Airlines va dung diém tich lily
dugc dé doi 1ay rat nhiéu phan thuong hap dan cia Vietnam Airlines. Hoi vién
hang thé Vang cua chuong trinh dugc vu tién khi dat chd, duoc lam thu tuc &
quay riéng, duoc thém 50% hanh 1y mién cudc va duoc moi vao phong chd hang
Thuong nhan ngay ca khi s dung veé hang Pho thong. 'Ngoai cdc uu tién vé mat
dich vu, hoi vién con ¢ thé doi diém trong tai khoan ldy cac vé thuong mién phi
trén cac chuyén bay ctia Vietnam Airlines.

Tur nam 2001, bén canh cac loi ich ma Vietnam Airlines cung cép, hoi vién
Bong Sen Vang con duoc cong diém khi st dung céc san phém va dich vu cua
cac cong ty ddi tac. So hiru chiée thé hoi vién Bong Sen Vang, hanh khach s&
nhan duoc sy quan tdm dic biét hon tir phia cic cong ty dbi tic cua chuong
trinh. Céc cong ty ddi tac cia chuong trinh 13 cac tap doan khach san nhu Accor,
MarcoPolo HongKong, Daewoo Hanoi Hotel...; cic hang hang khong Cathay
Pacific va Korean; va mot sé nha hang sang trong ¢ Viét Nam. Lién két véi
Vietcombank, Vietnam Airlines d3 phat hanh thé tin dung lién két du6i thuong
hi€¢u American Express cho hoi vién.

Puoc nhan biét & moi khau giao dich va duoc c4 nhan hoa cac mbi quan hé
v6i Vietnam Airlines c6 18 1a loi ich 16n nhdt ma Vietnam Airlines mong muén
dua dén cho nhiing khach hang c6 gi4 tri nhat cia minh.



Hoi vién hang bac

Uu dai dich vu

- Pudc nhan cdc loai 4n ph?fm ctiia chuong trinh va dugc trg gidp tai cac
noi c6 phuc vu cia VNA v§i mic uu tién cao hon hanh khdch di bing vé c6
cung hang gh€

- Uu tién dit chd trén cdc chuyén bay dong khach va khong cin phai
xdc nhan lai cho.

- Chon chd ngbi theo yéu cau

- Uu tién gidi quy€t chd trén cdc chuyén bay bat thudng.

Uu dai kinh t&

- Hoi vién dudc nang 1én hang Titan néu tich lily dd di€ém

- Hoi vién dugc nhan vé thudng cho ban than, cho ngudi di cing va vé

thudng ning hang ghé& khi tich lu§ di diém theo quy dinh
Hoi vién hang TiTan

Uu dai dich vu

- Pudc nhan cdc loai 4n ph§m ctiia chuong trinh va dugc trg gidp tai cac
noi c6 phuc vu cia VNA véi midc uu tién cao hon hanh khdch di bing vé c6
cung hang gh€

- Uu tién dit chd trén cdc chuyén bay dong khich va khong cin phii
xdc nhan lai cho.

- Chon chd ngbi theo yéu ciu

- Uu tién gidi quy€t chd trén cdc chuyén bay bat thudng.

- Lam thd tuc tai quay riéng hodc quay clia hang thuong nhin

- Pugc thém tiéu chuin hanh 1y mién 10 kgs

Uu dai kinh t&

- Hoi vién dudc nang 1én hang Vang néu tich liiy di diém.

- Hoi vién dugc nhian vé thudng cho ban than, cho ngudi di cung va vé
thudng ning hang gh& khi tich liiy @i di€m theo quy dinh
Ho6i vién hang vang

Uu di€m dich vu

- Pudc nhin cdc loai 4n phdm cla chuong trinh va dugc trg gitdp tai cdc
ndi ¢6 phuc vu cia VNA véGi mdc uu tién ngay sau hanh khach la VIP, CIP
cia VNA

- Uu tién dit chd trén cdc chuyén bay dong khiach va khong cin xdc
nhén lai chd.



- Chon chd ngdi theo yéu ciu

- Uu tién gidi quyét chd trén cdc chuyén bay bat thudng

- Lam thd tuc tai quay riéng hoic quiy clia hang thuong nhin

- Pugc thém tiéu chuian hanh 1y mién cudc, hang thuong nhin dudc
thém 15 kgs, hang thuong dugce thém 10 kgs

- Hanh 1y ky gtri dugc gén thé uu tién.

- Pugc phat thé mGi vao phong chd hang thuong nhin va dugc mdi
thém hai ngudi than vao cung

Uu da kinh t&
Hoi vién dugc nhdn vé thudng cho ban thin, cho ngudi di cung, cho ngudi
than, cho tré em dudi hai tudi va vé thudng ning hang gh€ khi tich liy dd
diém



PHU LUC 12
Béan do cac dwong bay Noi dia ciia Vietnam Airlines




PHU LUC 13
Ban do cac dwong bay Quoc té ciia Vietnam Airlines




PHU LUC 14
CAC PIA CHI LIEN HE CUA VIETNAM AIRLINES HIEN NAY

Trung tAm dit giit chd qua dién thoai
Mién Bic: 04-8320320

Mién Nam: 08-8320320

Mién Trung: 0511-811111

Tru sé chinh Téng Cong ty Hang khong Viét Nam

200 Nguyén Son, Quan Long Bién, Ha Noi, VIET NAM
Tel: (84-4) 8732732

Fax: (84.4) 2700222

Email : vna@hdgq.vietnamair.com.vn

Vin phong khu vire mién Bic

Tel: (84.4) 2700200

Fax: (84.4) 2700222

25 Trang Thi - Hoan Kiém, Ha Noi
Sita : HANRNVN

Email : vpkvmb@yvietnamair.com.vn

Vian phong Khu vue mién Trung
San bay Qudc té Pa Nang

Tel: (84.511) 823357

Fax: (84.511) 893322

Sita : DADAMVN

Email : vna-vpmt@dng.vnn. vn

Vian phong khu vuc mién Nam

Séan bay Qudc té Tan Son Nhat

49 Truong Son, Quan Tan Binh, Thanh phé H6 Chi Minh
Tel: (84.8) 8446667

Fax: (84.8) 8485312

Sita : SGNAVVN

Email : vna.sro@vietnamair.com.vn

Vin phong dai dién tai da Lat
02 Ho6 Tung Mau - Pa Lat

Tel: (84.63) 833499

Fax: (84.63) 8531720

Sita : DLIRVN

Vin phong dai dién tai Nha Trang
Tel: (84.58) 826768
Fax: (84.58) 825956



91 Nguyén Thién Thuat - Nha Trang
Sita : NHATOVN

Vin phong dai dién tai Hué
Tel: (84.54) 824709

Fax: (84.54) 846320

07 Nguyén Tri Phuong - Hué
Sita : HUITOVN

AUSTRALIA

Vian phong chi nhanh SYDNEY, AUSTRALIA
St. Martins Tower, Level 13, Suite 1301

31 Market Street, Sydney - N.S.W. 2000, Australia
Tel : (61-2) 92831355

Fax : (61-2) 92836355

Sita :SYDTOVN, SYDZZVN

Email: vnaustralia@vietnamair.com.au

Vin phong dai dién MELBOURNE, AUSTRALIA
Level 11, 350 collins Street, Melbourne VIC 3000
Tel : (61 - 3) 96060658

Fax : (61 - 3) 96060214

Sita :MELTOVN, MELZZVN

Email: melbourne@vietnamair.com.au

CAMBODIA

Vian phong chi nhanh PHNOM PENH, CAMBODIA
No. 41, 214 Str., Samdech Pan, Phnom Penh

Tel : (855 -23) 363396 /363397 / 215998

Fax : (855 - 23) 364460

Sita : PNHTOVN

Vin phong dai dién SIEM RIEP, CAMBODIA
No 342 Road 6, Svay Dang Kum - Siem Reap
Tel : (855 - 63) 964488 / 965148

Fax : (855- 63) 964489

Sita : REPTOVN

CHINA

Vin phong chi nhanh BEIJING, CHINA

S121, Kempinski Hotel, Beijing Lufthansa Centre

No.50 Liangmagqiao Road, Chaoyang District, Beijing 100016
Tel : 86 - 10 - 84541196 / 84541289

Fax : 86 - 10 - 84541287



Sita : BJSTOVN
Email: vietairbjs@hotmail.com

Vin phong dai dién KUNMING, CHINA
Second floor Kaiwah In’1 Plaza Hotel

157 Beijing Road, Kunming, China

Tel : (86-871) 3515850 /3515851

Fax : (86-871) 3515852

Email: vnkunming.cn@yvietnamair.com.vn

FRANCE
Vian phong chi nhanh PARIS, FRANCE
5th F1., No.9, rue de Lapaix, 75002, Paris
Tel : (33 - 1) 44553990/ 98
(33 -1)44553934 /38
Fax : (33 - 1) 44553999
Sita : PARTOVN
Email: infos@vietnamairlines.fr

GERMANY

Vian phong dai dién BERLIN, GERMANY
Claire Waldoff Str.3, D-10117 Berlin

Tel : 49 - 30 - 2848950

Fax : 49 - 30 - 2827528

Sita : BERTOVN, BERZZVN

Email: vna.berlin@t-online.de

Vian phong chi nhinh FRANKFURT, GERMANY
Rossmarkt 5, D-60311 Frankfurt am Main

Tel: 0049.69.2972.5650 , 0049.69.2972.5610

Fax: 0049.69. 69.2972.5620

Sita: FRATOVN

Email: http://www.vietnam-air.de/

JAPAN

Vian phong dai dién OSAKA, JAPAN

D-10117 Berlin

8th floor, MG buiding, 1-3-19 Shinmachi, Nishi-ku
Tel : 81 - 6 - 65332689

Fax : 81 - 6 - 65336567

Sita : OSARZVN, OSAZZVN

Email: info@vnjpn.co.jp

Vian phong chi nhanh TOKYO, JAPAN

9th floor, Toranomon, Jitsugyo Kaihan, 1-1-20 Toranomon
Tel : 81 -3 -35081481

Fax : 81 -3 -35081480



Sita : TYOTOVN, TYOZZVN
Email: tyo@vnjpn.co.jp

KOREA

Vian phong chi nhanh SEOUL, KOREA

10th Floor 5-2, Soon Hwa Dong., Soon Hwa-Dong, Choung-Gu Seoul Korea
Tel : 82 -2 -7578920 /7578011

Fax : 82 - 2- 7578921

Sita : SELTOVN

Email: vn001@korea.com

Vin phong dai dién PUSAN, KOREA

11th Floor - Kyobo - Chung-ang Dong, Chung Gu, Pusan - South Korea
Tel : 82.51.465.4828 / 4820/ 4830

Fax : 82.51.465.4824

Sita : PUSTOVN

LAOS

Vian phong chi nhanh VIENTIANE, LAOS

Lao Hotel Plaza, 63 Samsenthai Road Tel : 856 - 21 -217562 /218800 Ext 1133
Fax : 856 - 21 - 222379

Sita : VTETOVN, VTEZZVN, VTEKKVN

Email: vietnamair@laoplazahotel.com

MALAYSIA

Vian phong chi nhanh KUALA LUMPUR, MALAYSIA

Lot 146, 1st Floor, Wisma HLA Jalan Raja Chulan, 50200 Kuala Lumpur
Tel : 2412416 / 2413288 / 2447594

Fax : 03 - 2422801

Sita : KULKKVN

Email: vnair my@tm.net.my

PHILIPPINES

Vian phong chi nhanh MANILA, PHILIPPINES

Ground Fl., Legaspi Park view Condominium., Legaspi Village, Makati City
Tel : 63 -2 - 8302335 /8302336 / 8302337

Fax : 63 -2 -8302338

Sita : MNLTOVN

Email: hkvnph@gqinet.net

RUSSIA

Vian phong chi nhanh MOSCOW, RUSSIA

BId 1,3rd Frunzenskaya, Moscow, 119270, Russia
Tel : 7 -495 -5892450

Fax : 7 - 495 - 5892452



Sita : MOWTOVN, MOWTDVN
Email: vnmow_sales@breezz.ru

Vian phong chi nhanh SINGAPORE
260 Orchard Road # 08- 08, The Heeren
Tel : 65 - 63393552 /68353166

Fax : 65 - 63382982

Sita : SINTOVN

Email: sales@yvietnamair.com.sg

TAIWAN

Van phong chi nhanh TAIPEL, TAIWAN
5F, 59 Sung Chiang Road

Tel : 886 -2 - 5177177

Fax : 886 -2 - 5177121

Sita : TPETOVN

Vin phong dai dién KAOHSIUNG, TAIWAN
3F-6, No. 54-56 Min-Sheng 1st Road

Tel : 886 - 7- 2270209

Fax : 886 - 7- 2270751

Sita : KHHTOVN

Email: vietairkhh@yahoo.com

THAILAND

Vian phong chi nhanh BANGKOK, THAILAND

55 Wireless road., Lumpince, Patumwan, Bankok 10330
10th Floor., Wave place Building

Tel : 66 - 2 - 6554137 - 40

Fax : 66 - 2 - 6554420

Email: admin-bkk@yvietnamair.com

Sita : BKKTOVN

UNITED STATES OF AMERICA

Vian phong chi nhanh SAN FRANCISCO, USA

88 Kearny Street, Suite 1400 San Francisco, CA 94108
Tel:1-415 677 8909 /677 9788

Fax :1-415-677 9798

Sita: SFOTOVN, SFOZZVN



PHU LUC 15
BANG HOI PIEU TRA KHA CH HANG

Questionnaire for airport passengers and visitors
Dear passengers and visitors!

Thua Qui khach, V&i muc dich nang cao chat luong dich vu ngay mét tét hon cho qui
khéach, xin qui khach cho bict y kién cua minh vé chat lugng dich vu tai san bay Lién Khuong.
Xin cam on

The aim of our airport operation is to provide services that meet our passengers' needs.
It would be greatly appreciated if you give your opinion of the quality of service in State
enterprise "Lien Khuong —Dalat Airport".

Thank you for your assistance!

1. Thong tin ca nhan (Personal data) Gidi tinh( Sex ):E Nam (Male) L N {r(Female)

Tudi (Age) 2 Nho hon 16 (less than16) B 1624 5 25346 35446 45548 1y
55 (55 and more)
2. Ban c6 di lai tai san bay thuong xuyén khong (How often are you serviced in the airport)?

C Lan dau tién (this is the first time) C ft hon 1 1an mot nam (less than once a year)

C Mot hodc hai 1an mdi nam (once/twice a year) C Nhiéu hon hai lan (more than twice a)
year

3. Muc dich cua chuyén di (Aim of your travel): » lam an (business) » Du Lich (tourism)

C Tham viéng (visit to family or friends)

4. Ban dén tir dau (What place did you get to/from the airport?)

Quy khéch c6 hai long voi lich trinh bay? e . O
(Are you satisfied with time-schedule?) Co™ (yes) |Khong™ (no)

Quy khach c6 hai long véi tién vé may bay khong? e O
(Are you satisfied with fare?) Co™ (yes) |Khong™ (no)

Quy khach c6 hai 1ong véi cac diéu kién hoat dong cua
céc phuong tién van chuyén khong? Ne O
(Are you satisfied with operational condition of the Co (ves) |Khong™ (no)
vehicle?)

O danh cho y kién cua quy khach

(Your commentary of this section)




Khoéng mudn tiét 1(}[: (private)
MT Méi trudng vat chat
Quy khach danh gia thé nao vé:

(How do you rate):

Su sach s€ trong khu vuc nha ga va sy tién 1gi cua cac thong tin
cung cap

(cleanness and convenience of the information provided at the
Terminal area)

Chét lugng cua cac dich vu tron goi dau vao
(quality of chargeable parking services)

Quy khéch c6 hai long véi chi phi dau xe khong?
(Are you satisfied with cost of parking?)

O danh cho y kién ciia quy khach

(Your commentary of this section):

TB Thu tuc bay (Flight procedures)
TB1 Thu tuc khoi hanh (Departure formalities)

Quy khach d4nh gia thé nao vé:

(How do you rate):

5 4 3 2 1
(heck in procedre) =B EEE
o gl G Al
(Tigh securiy conol) ©EEEE

O danh cho ¥ kién cuia quy khach




(Your commentary of this section):

DB. Dich vu san bay (Airport services)
Quy khach danh gia thé nao vé:

(How do you rate):

Sy san sang va don gian cia thong tin vé cac chuyén bay va
cac cua ra vao trong nha ga
(availability and simplicity of information about flights and
gate numbers in Terminals)

Su sin sang va don gian cua cac ky hiéu thong tin trong khu
vuc nha ga

(availability and simplicity of information about information
signs in Terminals)

Ban hudng dan thong tin trong nha ga
(the work of information desk in Terminals)

Khu vuc danh riéng cho hut thude
(sufficiency of places for smoking)

Dich vu hanh khach véi tré em
(services for passengers with small children)

Dich vu danh cho nhimng nguoi khuyét tat
(services for passengers with reduced mobility)

Su sach s€ ctua khu vyc san bay
(cleanness of airport land side)

Su sach s& cia nha ga
(cleanness of Terminals)

Su sach sé& ctuia phong vé sinh
(cleanness of toilet rooms)

Sén sang cua xe day hanh ly
(availability of baggage trolleys)

NV. banh gid nhan vién (Evaluation of staff)
Quy khach danh gia thé nao vé:

(How do you rate):




Danh gia Vé’ k¥ nang cua dgi ngli nhan vién trong vi¢c giai
quyét moi van dé e
(Evaluation of staff skills in case of solving any problems):

banh gia vé thai do cua doi ngll nhan vién trong viéc phuc vu
khach hang C
(Evaluation of staff attitude in case of customer’s service)

Danh gia vé dong phuc ciia nhan vién phuc vu r
((Evaluation of staff uniform in case of customer’s service)

O danh cho y kién ciia quy khach

(Your commentary of this section):

BH. Dich vu tai phong cho (Services in Cafe?/Bar and trade establishments)

Quy khach danh gia thé nao vé:

How do you rate:

N

W

Dich vu ngoai hdi tai nha ga C
(foreign currency exchange in Terminals)

Cira hang mua sam tai nha ga r
(shops for guests and visitors (hall of the Terminal)

Quan ca phé, qudy bar trong khu vyc nha ga r
(cafes/bars for guests and visitors (hall of the Terminal)

Ca phé/quay bar tai phong cho ga di r
cafes/bars in the departure area (on the second floor)

O danh cho y kién ciia quy khach

(Your commentary of this section):




Q: danh gia tong quan vé dich vu tai san bay (How do you rate the airport in general?)

5 4 3 2 |

c B (B (B |E

Xin quy khach vui 10ng cho biét diéu gi 1am quy khach c6 an twong nhét tai sn bay (Please,
tell us what in particular you like in the airport

Diéu gi 1am quy khach khong hai 1ong (What do you dislike?)

Xin chan thanh cam on

Thank you very much!
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