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MO DAU

1. Ly do lwa chon dé tai:

Hang khong 1a nganh kinh té k¥ thuat cao, chiu anh huong khong chi chinh
sach cua nha nudc va con phu thude vao chinh sach ctua khu vyc va quéc té. Su bién
dong cua tinh hinh kinh té chinh trj cua quéc té va khu vuc, sé truc tiép hoac gian
tiép tac dong 1én hoat dong khai thac hang khong. Tong cong ty hang khong Viét
nam (Vietnam Airlines), trong qua trinh phat trién ctia minh vuon canh bay dén cac
chan tro1 méi thi cling déng thoi phai don nhén nhiing co héi, thach thire canh tranh
va vi vay cang tung canh bay xa, cang phai canh tranh quyét liét .

Xi nghiép thuong mai mat dat Tan Son Nhat 1a doanh nghiép 100% vén nha
nude thudc Tong Cong ty Hang khong Viét Nam, trong qué trinh phat trién cua
minh di dong gop dang ké cho cong tac phuc vu hanh khach di may bay va phuc vu
khach hang sir dung dich vu hang khong. Bén canh d6 Xi nghiép luon 1a co so dé
Tong cong ty hang khong Viét Nam thuong thao cac hop dong thuong mai mit dat
tai cac noi c6 diém dén. Tuy nhién trong xu thé mé cira thi truong cung tng dich vu
hang khong, tai San bay Tan Son Nhit dd xuat hién thém dbi tha canh tranh. Piéu
nay dat ra yéu cau cho Xi nghiép nhiing kho khian dang ké, khach hang dua ra
nhitng yéu sach cao hon, Xi nghi¢p chiu strc €p 16n hon trong viéc gitt virng thi
phan va gianh nhimng khach hang mai.

Diéu nay thic day Xi nghiép phai thé hién duoc vai trd cia minh trong viéc
nang cao chat luong dich vu trong day chuyén phuc vu hanh khach cua Tong cong
ty hang khong Viét Nam nham nang cao ning luc canh tranh ctia Tong cong ty
trong khai thac hang khéng va dé dap Gmg yéu cAu nang cao chit lugng khong
ngung cua khach hang . Thong qua qua trinh hoc tap va tr thuc té & don vi cong tac,
to1 xin dugc chon xay dung dé tai “Chién luogc kinh doanh cua Xi nghi¢p thuong
mai mat dit Tan Son Nhat dén nam 2015” lam dé tai nghién ctru cho ludn van t6t
nghié¢p bac hoc Cao hoc Quan tri kinh doanh ctia minh.

2. Muc tiéu nghién ciru:



Dya trén co s& 1y luan vé hoach dinh chién lugc kinh doanh, tac gia da
nghién ctru thyc trang hoat dong san xuét kinh doanh cua Xi nghiép thuong mai mat
dat Tan Son Nhat, trong bdi canh chung ciia Tong Cong ty hang khong Viét Nam,
cung v6i viée tim hiéu, phan tich méi truong bén ngoai va mdi truong ndi bd cua Xi
nghiép thuong mai mat dat Tan Son Nhét dé xac dinh cac mit manh, yéu, co hdi va
thach thuc d6i voi sy phat trién ctua doanh nghiép trong thoi gian qua, tir d6 xay
dung dinh hudng chién lugc phét trién va cac giai phap thuc hién cho Xi nghiép
trong tho1 gian toi.

3. Pham vi nghién ciru:

Pé tai tap trung nghién ctru hoat dong san xuat kinh doanh cta Xi nghiép
thwong mai mit dat Tan Son Nhat tir nim 2000 dén 2006 , tap trung danh gia giai
doan tir naim 2004 dén nay ( la thoi gian tai San bay Tan Son Nhét xuat hién Cong
ty phuc vu mat dat thuéc Cum cang hang khong san bay mién Nam), cing xem xét
dong thoi voi chién lugce phat trién cia Tong Cong ty hang khong Viét Nam trong
chién lugc phat trién chung ctia dit nude. PE tai chi phan tich nhimg van dé téng
quat phuc vu cho viéc xay dung chién luoc phét trién cia Xi nghiép thuong mai mat
dat Tan Son Nhat, khong di sau vao cac van dé c6 tinh chat chuyén nganh.

4. Phwong phap nghién ctru

Luan vin da sit dung phuong phap nghién ciru cia khoa hoc kinh té, chu
trong cac phuong phap lich sir , phuong phap thong ké mé ta, phuwong phéap tong
hop - phén tich dé phan tich danh gia, tir d6 rit ra nhiing két luan mang tinh 1y luan
va thyc tién phu hop véi diéu kién thyc té ctia nganh.

5. Poéng gop cia ludn van:

Luan van da hé théng hoa co s¢ 1y luan vé van dé hoach dinh chién lugc kinh
doanh, trén co s& cac phén tich danh gia cu thé, xay dung chién luoc hoat dong cho
Xi nghiép thuong mai mit dat Tan Son Nhat trong nhitng nam tdi, vach ra giai phap
cu thé va dua ra mét sb kién nghi ddi véi Nha nuée, véi Nganh.

6. Keét cau ciaa luan van:



Ngoai cac phan mo dau, két luan, phu luc , tai liéu théng ké, luan vin gom 3
chuong :

Chuong 1: Co sé 1y luan vé chién luge kinh doanh cua doanh nghiép.

Chuong 2: Phan tich moéi truong kinh doanh ctia Xi nghi¢p thuong mai mat
dat Tan Son Nhat

Chuong 3: Chién lugce kinh doanh ctia Xi nghiép thwong mai mit dat Tan

Son Nhét dén nam 2015



Chuong 1

CO SO LY LUAN VE CHIEN LUQC KINH DOANH
CUA DOANH NGHIEP

1.1.  Khai niém vé chién lwogc kinh doanh:
1.1.1. Pinh nghia vé chién luge kinh doanh

Chién lugc kinh doanh 1a mot khai niém duogc xay dung lau dai bang nhimng
muc d6 khac nhau, nham dinh nghia cho hoat dong hoach dinh tuong lai ctuia td
chte. Qua qua trinh lau dai, nhitng dinh nghia nay co ban dép ung giai thich day du
nhat 1am sang to cac khai niém vé kinh té, dudi day 1a mot sé dinh nghia tiéu biéu:

- Theo Fred R.David dijnh nghia: “Chién lugc kinh doanh c¢6 thé dugc dinh
nghia nhu 1a nghé thuat va khoa hoc thiét 1ap, thyc hi¢n va danh gia cac quyét
dinh lién quan nhiéu chirc nang cho phép mot t6 chie dat duge nhitng muc tiéu
dé ra”.

- Theo Michael E. Porter, gido su cuia Pai hoc Harvard cho ré“lng “Chién luoc
kinh doanh 1a sy sang tao ra vi thé gia tri va doc déo bao gém cac hoat dong
khéc biét. Chién luoc kinh doanh 1a su lya chon, danh doi trong canh tranh,
chién luoc kinh doanh 1a tao ra su phu hop giita tit ca cic hoat dong cua cong
ty”.

- Theo Garry D. Smith, Danny R. Arnold va Boby R. Bizzell “Quan 1y chién
lugc 1a qué trinh nghién ctru cdc mdi trudng hién tai cling nhu tuong lai, hoach
dinh cdc muc tiéu cua td chirc; dé ra, thuc hién va kiém tra viéc thuc hién cac
quyét dinh nham dat duoc cac muc tiéu do trong moi truong hién tai cling nhu
tuong lai”.

Quan trj chién lugc 14 qua trinh nghién ctru cac yéu td moi truong hién tai
cling nhu tuong lai, hoach dinh cac muc tiéu cua td chirc; dé ra, thuc hién va kiém
tra viéc thuc hién cac quyét dinh dé dat duoc cac muc tiéu do trong moi truong hi¢n

tai cling nhu nham tang thé lyc cho doanh nghiép trudc van hoi moi. Piéu nay cho
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phép xac dinh cac muc tiéu dai han va ngin han cta cong ty va trén co sé d6 hudng
t6 chirc vuon t6i.

Dau vay, diéu kién moi truong ludn thay doi, quan tri chién luoc 1a lién tuc
kiém soat danh gia nhimg thay d6i bén trong va bén ngoai dé co thé thuc hién
nhing diéu chinh thich hop, méi trudong thay doi, cac doanh nghiép phai thich nghi
duoc voi nhitng thay doi do, su thay d6i lién tuc lam thich nghi voi hoan canh dé
ton tai qua bién dong va phat trién 1 yéu cau cao nhét cho hoat dong quan trj chién
luoc.

1.1.2. Phén loai chién lwoc

Can ct vao nhirng khai niém va dac diém trén cua chién lugc kinh doanh,
viéc phan loai chién luge c6 thé duoc phan theo cac tiéu thirc nhu sau:

Can cw vao pham vi, chién luoc kinh doanh dwoc chia lam 2 loai:

Loai thir nhdt: Chién luoc chung hay con goi 1a chién luge téng quat,
chién luoc chung cia doanh nghiép thuong duoc dé cap téi nhitng van dé quan
trong nhat, bao trim nhat va c6 ¥ nghia lau dai c6 tinh quyét dinh nhimg van dé
sdng con cua doanh nghiép

Loagi thir hai: Chién lugc bd phan, day 1a chién lugc cap hai. Loai
chién lugc bd phan nay gém: Chién luoc san phém, chién luge gia ca, chién lugc
phan phbi va chién lugc giao tiép va khuéch truong.

Can cir vao huong tié'p cdn, chién luoc kinh doanh duoc chia lam 4 logi:

Loai thir nhat: Chién luoc tap trung vao nhiing nhan td then chot
.Viéc hoach dinh chién lugc & day 1a khong dan trai céac nguén luc, chi tap trung
cho nhiing hoat dong c6 y nghia quyét dinh trong san xuat kinh doanh ciia doanh
nghiép .

Loaqi thir hai: Chién lugc dua trén wu thé twong dbi. Bit dau tir sy
phan tich, so sanh san pham hay dich vu ctia doanh nghiép minh so v&i d6i thu canh
tranh , tim ra nhiing diém dic trung cua minh 1am chd dua cho chién luogc kinh

doanh.
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Loai thir ba: Chién lugc sang tao tan cong. Viéc xay dung dugc tiép
can theo cach ludn tap trung nhimg van d& van duoc coi 1 phd bién, khé lam khac
dugc dé dat cau hoi “ tai sao?”, nham xét lai nhirng diéu tudng nhu da két luan.

Logi thir tu: Chién luge khai thac cac mire d6 tu do. La cach xay dung
chién luge khong nham vao nhén té then chét ma nham vao khai thac kha nang co
thé ¢ cta cac nhén td bao quanh nhan t6 then chét.

1.1.3. Cic giai doan va md hinh quén tri chién lwoc

+ Cac giai doan quan tri chién luwgc

Giai doan hinh thanh chién lwoc:

Hinh thanh chién luoc 14 qua trinh thiét 1ap st mang kinh doanh. Théng qua
thuc hién diéu tra nghién clru moi trudng va td chirc dé xac dinh cac mit manh va
mit yéu bén trong ciia to chirc va cac co hdi, nguy co bén ngoai t6 chirc mang lai,
dé ra cac muyc tiéu dai han, xay dung nhiing chién luoc phat trién cta t6 chirc ciing
nhu nhiing chién luoc thay thé cua to chirc khi tinh hinh ¢ thé thay doi ngoai du
bao. Trong giai doan hinh thanh chién luoc, t6 chirc phai tip hop dugc day du cac
co s6, diéu kién dé co thé xac dinh dugc muc tiéu cu thé trong tuong lai cua td chuc
va xay dung ké hoach chién luoc kha thi dé huéng dén muc tiéu do.

Giai doan thuwe hién chién ligc

Céc hoat dong co ban cua thyc hién chién lugc 1a thiét 18p cac muc tiéu ngén
han, dua ra cac chinh sach va phan phdi cac ngudn tai nguyén. Viée thuc hién chién
luoc bao g@)m viéc phat trién céc nguén luc, cac nguén von chién luge, cac chuong
trinh, méi trudng vin hoa va dong thoi két hop véi viéc dong vién nhan vién bang
cac chinh sach dai ngg, chinh sach khen thudng va cach xac dinh muc tiéu dai han
cung v6i muc tiéu hang nim. Van dé 16n nhit 13 dong vién cic nha quan trj va nhan
vién trong t6 chirc cung thiu dat duoc tinh than hudng dich cua t6 chuc, 1lam viée
nhiét tinh, hang say nham dat dugc muc tiéu di dé ra thong qua két qua hoat dong
ting ngay. Viéc thuc thi chién luge con bao gdm hoat dong marketing, nghién ctru -

phat trién va bao v¢ moi truong.
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GIAI POAN HOAT DONG
Hinh thanh Thuc hién Hop nhat truc Pua ra
X ca U A, 2

chién lugc nghién ctru giac va phan tich qu§|fet dinh
v

Thuc thi Thiét 1ap muc Dé ra cac Phan phéi cac

r ’ _’ _’ b

chién luoc tiéu ngan han chinh sach ngluén luc
v

banh gia Xem xét lai cac So sanh két Thuc hién

chién lugc yéu t6 bén trong " quavéi  ~°  diéu chinh

va bén ngoai tiéu chuan

Hinh 1.1 Céc giai doan va cic hoat dong trong qua trinh quan tri chién
lwge

Ddnh gid kiém tra chién lwgc

Vi¢e thuc hién danh gia kiém tra chién luoc nham xem xét hoat dong quan tri
chién lugc cua to chire, do ludng két qua dat dugc, danh gia lai cac yéu té co sd cla
chién lugc hién tai va thuc hién cac hoat dong diéu chinh chién luoc, viéc kiém tra
chién lugc s& cho phép to chirc ¢6 day du hinh anh vé nhitng thanh tyu va nhiing
khiém khuyét ma t6 chirc dang gip phai. Piéu d6 cho phép to chirc nhan dién day
du vi thé cua td chirc trong bdi canh chung va nhimg nhiém vy ma to chitrc phai giai
quyét dé huéng dén muc tiéu cua to chirc hay nhim x4y dung muc tiéu & tim mirc
méi cia to chic. Su phat hién cac mit yéu kém cua to chirc trong két hop cia
gudng may phan dau vi muc tiéu co tac dong to 16n 1am cho gudng may van hanh
nhip nhang hon, t6t hon va nhu vay gép phan lam giam thoi gian dat duge muc tiéu
clia to chuc.

+ M hinh quan tri chién lwgc toan dién
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l Théng tin phan hdi l v
Thuec hién viéc nghién Thiét lap Thiét lap
clru méi truong dé xac muc tiéu nhirng muc
dinh cac co hoi va de doa dai han tiéu nga’in han
v chit véu /
/ 1 A v v
Xem xét sir
man . Phan phdi
ane Xac dinh s mang an phot Do
(mission) ; o A > R R
muc tiéu va o P cacnguon luong va
chién lugc (mission) luc danh gia
hién tai
i két qua
A 4 \ 4 7'y
Phan tich ni b dé nhén Xay dung va lua D8 ra chc
di¢n nhing diem manh chon cac chién chinh séch
yeu lwoc dé thuc hién

Théng tin phan hbi Thue thi .
% j Panh gia
Hinh thanh chién lugc 2 —_—
chién lugc -
chién lugc

Hinh 1.2: M4 hinh quén tri chién lwgc toan dién

+ Quan tri chién lwgre (Strategic Management)

Quan tri chién luoc c6 thé c¢6 & nhiéu tAm muc khac nhau trong to chc,
thong thuong c6 3 cap do:

Chién lwoc cdp cong ty:

La mdt kiéu mau duoc thiét lap & cép cong ty, vach rd muc dich, cac muc
tiéu clia cong ty, xac dinh cic hoat dong kinh doanh ctia cong ty theo dudi ciing nhu
phan phdi cac ngudn luc giita cac hoat dong kinh doanh do, tao ra cac chinh sach

va cac ké hoach co ban dé dat muyc ti€u ctua cong ty.
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-Phan tich méi truong

-Xéac dinh nhiém vu va muc ti€u
-Phéan tich/chon lugc chién luge
-Thuc hién

-Kiém soat

A

Cip Céng ty

Thoéng tin

-Phan tich méi truong

-Thuc hién
-Kiém soat

-Xac dinh nhiém vu va muc tiéu
-Phan tich/chon lugc chién luoc

Cép kinh doanh

< Thong tin

-Phan tich méi trudong

-Xac dinh nhiém vu va muc tiéu
-Phan tich/chon lugc chién lugc
-Thuc hién

-Kiém soat

Hinh 1.3 M hinh cép chién lwoc:
Chién lwoc cép kinh doanh (SBU)

Chién luoc cip don vi kinh doanh xac dinh cach thirc mdi don vi kinh doanh
s& ¢b gang hoan thanh muc tiéu ctia nd dé déng gop vao hoan thanh muc tiéu cap

cong ty. Néu nhu cong ty hoat dong don nganh thi chién luoc cip don vi kinh doanh

c6 thé duoc coi la chién lugce cap cong ty.

Chién lwgc cdp chirc nang:

Chién luge cap chirc nang ho trg vao vi¢c bo tri cua chién luge cong ty va

Cap chirc niing

tap trung vao céc linh vuc tac nghi¢p, nhitng linh vuc kinh doanh.

+ Vai tro ciia quén tri chién lwgc ddi véi doanh nghiép

Uu diém:

- Qua trinh quan tri chién luge giup cac t6 chic thay r6 muc dich va hudng di
cia minh, qua d6 t6 chuc co thé thiy rd nhimg co hoi va thuan loi trong kinh

doanh , dé dua ra céc chién lugc, chinh sach phat trién phu hop nham dat duoc

muc tiéu dé ra.
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- Piéu kién moi truong ma cac to chic gip phai ludn bién ddi. Quan trj chién
lugc gitp cac nha quan tri du bao nhiing bat trac, rii ro sé xdy ra trong hién tai
cling nhu tuong lai, dua trén nhiing tiém lyc ctia minh, doanh nghi¢p s€ dé chu
dong ddi pho véi nhitng tinh hudng bt tric nay.

- Quan tri chién luogc giip cac nha quan tri st dung mdt cach cé hi€u qua céc
ngudn lyc hién c6 ciia doanh nghiép, viéc kiém soat phan bd ngudn lyc s& 1am
tang tinh hiéu qua va nang cao nang lyc cia to chc.

- Giup dap tmg hai hoa cac nhu cau cua to chtrc. Thong qua d6 16i kéo cac nha
quan tri cac cép cta to chirc vao qua trinh quan tri chién luoc va tao su cong
hudng dé dat tGi muc tiéu chung ctia toan bd td chuc.

Nhuoc diém:

- Viéc thiét 1ap qua trinh quan tri mat nhiéu thoi gian va cong strc va doi hoi tam
tu duy cao do.

- Cac chién luge thudong duogc lap ra trong hoan canh cy thé, do d6 néu 1y tuong
hoda chién lugc di duoc xay dung s€ lam cho td chuc tré nén chim chap kho
thay d6i va co thé 1a nguy co dén van ménh cia to chic néu khong duoc bd
sung, sira doi theo cac thong tin bo sung.

- Do gidi han nén kha nang du bao co thé khac nhiéu véi thue té, d& lam cho céc
nha quan tri xem nhe vai tro cia du béo. biéu nay co thé 1am cho tinh dinh
huéng chién luoc cta td chirc thiéu sy bén virng tuong dbi.

- Qua trinh quan tri chién lugc mang tinh dong bd, néu cac giai doan khong
duogc coi trong ding murc s& 1am cho qua trinh quan tri chién lugc chi mang
tinh hinh thuc.

1.2.  Qua trinh quan tri chién lwoc

Qua trinh quan tri chién lugce 1a mot qia trinh thuong xuyén va lién tuc doi
hoi ¢ sy tham gia ciia cac thanh vién trong t6 chirc. Mot sy thay do6i bat ky nao
trong md hinh c6 thé din dén mot sy thay doi trong céc thanh phan khac. Do d6
hoat dong xay dung, thyc thi va danh gia chién lugc phai dugc thuc hién lién tuc.

Quan tr1 chién lugce tot phu thudc nhiéu vao sy am tuong cac di€u kién moi truong
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ma to chirc dang gip phai. Cac yéu t6 moi trudng c6 anh huong lién tuc dén ca qua
trinh quan 1y chién luge va vi vay chién lugc phai hoach dinh trén co s¢ cac diéu
kién moi truong du kién.

1.2.1. Phéan tich méi truwong:

Cac yéu t6 moi truong co tic dong to 16n dén t6 chirc, chung anh hudng dén
toan b cac budc cua qué trinh quan tri chién luge. Do d6 viéc hoach dinh chién
lugc phai dyua trén co s¢ nghién ctru, phan tich cac diéu kién moi truong cia to
chic. Pic diém cia moi truong 1a nam bén ngoai doanh nghiép ma nha quan tri
khong kiém soéat dugc, nhung ching lai anh huong dén hoat dong va két qua hoat
dong cua doanh nghiép. Phai x4c dinh va hiéu rd cac diéu kién méi trudng cua to
chtrc dé 1am 16 yéu t6 méi trudng ndo cé anh hudng dén quyét dinh cua t6 chc.

1.2.1.1. Phéan tich méi truwong bén ngoai:
1.2.1.1.1. Moi trwong vi mo

MBoi trudng vi mo bao gdm céac yéu to kinh té, chinh tri va chinh phu, xa hoi,
tu nhién, cong ngh¢ k¥ thuét va canh tranh

1. Yéu t6 kinh té:

Pay 1a yéu t6 quan trong thu hit sy quan tAm ctia nhitng nha dau tu, c6 anh
huong truc tiép ddi voi sire thu hit tiém ning cua cac chién lugc khac nhau. Sy tac
dong cia moi truong ndy cé tinh chét truc tiép hon so véi nhitng yéu t6 khac cia
moi truong vi mo. Mot sb yéu to can ban thuong duge doanh nghiép quan tam la:
Xu huéng téng san pham quéc ndi (GDP) va tong san pham qudc dan (GNP), 1ai
suat va xu huéng 1ai xuét trong nén kinh té, xu huéng cua ty gia hbi dodi, xu hudng
tang giam cua thu nhdp kha dung, xu hudéng chi ti€u cua nguoi dan, mic d§ lam
phat, xu hudng that nghiép, diéu kién kinh té ctia cac qudc gia nudc ngoai lién quan.

2. Yéu t6 chinh phii va chinh tri:

Yéu té chinh trj va luat phap ngay cang c6 anh hudng 16n lao dén hoat dong
ctia doanh nghiép, bao gdm hé théng phép luat hién hanh, cic quan diém, dudng 16i
chinh sach, muc trg cép cua chinh phu, cac xu hudéng chinh tri , cac thay ddi cua

luat thué trong nude ciing nhu thé gidi. Sy 1é thudc 1an nhau ngay cang tang trén
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pham vi toan thé gidi giita cac nén kinh té, thi truong, chinh phi va céc to chirc doi
hoi cong ty phai xem xét cac anh hudng co thé co cia cac bién sb chinh tri dbi véi
viéc xay dung va thuc hién chién luogc kinh doanh.

3. Yéu to xa hoi

Nhitng su thay d6i ctia cac yéu td ndy c6 anh hudng quan trong dén cac san
pham/dich vu, thi truong va nguoi tiéu thy.

Yéu t6 van hod -xd hoi : Bao gém cic chuin muc, gia tri chép nhan duoc
trong xa hoi co nén vin hod cu thé. Cac khia canh vian hoa x3 hdi ¢ anh huong to
16n toi hoat dong kinh doanh nhu nhitng quan niém vé dao duc, thim my, 16i séng
va nghé nghiép, nhitng phong tuc, tdp quan truyén thdng, nhiing quan tim va uu
tién cua xa hoi, trinh do nhan thurc chung cua xa hoi.

Yéu t6 dan so: La yéu to quan trong anh huéng dén nhiing yéu t6 khac cia
moi trudng tong quat. Nhitng van dé dan sb: Tong dan sd xa hoi, ty 18 tang dan sb,
két cau va xu hudng thay doi dan sb vé tudi tac, gidi tinh, dan tdc, nghé nghiép va
mirc d6 phan phdi thu nhap, tudi tho va ty 18 sinh san ty nhién, cic xu hudng
chuyén dich dén s6 & cac ving.

4. Yéu to tw nhién:

Bao gdm vj tri dia 1y, khi hiu, dat dai, tai nguyén thién nhién, su trong sach
clia mdi truong, cac diéu kién ty nhién do6i khi tro thanh yéu t6 quan trong dé hinh
thanh loi thé canh tranh cua san pham va dich vu. Ngay nay su suy giam diéu kién
moi trudng séng dang lam coéng ching hét sitc quan tdm dén viéc bao ton thién
nhién va chat luong méi trudng ty nhién.

5. Yéu té cong nghé va ky thuit:

Pay 1a mot trong nhitng yéu t6 ning dong va chira dung nhiéu co hoi ciing
nhu de doa d6i v6i doanh nghiép. Su tién bo cua khoa hoc-ky thuat co thé tac dong
sdu sac 1én nhimng san pham/dich vy, thi trudong, nha cung cap, nha phan phdi, d6i
thu canh tranh, khiach hang. Qué trinh san xuét, thuc tién tiép thi va vi thé canh

tranh ciia nhiing to chic con bi anh huong boi qua trinh dwa cong nghé méi tir
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phong thi nghiém ra ap dung trén thi truong ciing nhu viéc lua chon cong nghé dau
tu cho tuong lai.
1.2.1.1.2. Moi trwong vi mo
Moi truong vi mo 1a nhimg yéu tb trong nganh va cac yéu td ngoai canh co
anh hudng truc tiép 1én doanh nghiép va doanh nghiép phai chap nhan né. Bé dé ra

chién lugc thanh cong thi phai phén tich ting yéu t chu yéu do.

Cac doi thu mai tiem an

Nguy co ¢6 cac dbi
tha canh tranh maéi

Cac dbi thu canh

. Strc manh dam
tranh trong nganh

Strc manh dam

phan cua nguoi phan cta
. cung cap &~ nguoi mua
Newol, > Cub < Nguoi mua
cung cap uoce canh tranh
gitta cac Hang hién

c6 mat trong nganh

Nguy co do cac san pham
va dich vu thay thé

San pham thay thé

Hinh 1.4: M6 hinh 5 luc tac dong ciia Michael E.Porter

Cac ap luc canh tranh tao thanh bdi canh canh tranh trong mot nganh kinh
doanh, bao gom:
1. Pe doa cta ddi thu canh tranh: Ddi tha canh tranh sir dung céc bi¢n phap
dé tranh dua nham gia ting hay giir thi phan.
2. Strc manh dam phan ctia ngudi mua: Ngudi mua cé thé 1am cho lgi nhuan
ctia nganh hang giam bang cach ép gia xudng, hay doi hoi chit luong cao

hon va phai lam nhiéu cong viéc dich vu hon.
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3. Strc manh dam phan ctia nha cung cap: Nha cung cép c6 thé lam giam loi
nhuén cta doanh nghiép bang cach ting gia, hay giam chat lugng yéu t6
cung cp, hay giam murc d6 dich vu di kém.

4. D6i thu méi tiém an: Dbi thu méi tham gia kinh doanh, c6 thé lam giam
loi nhuédn cua doanh nghi¢p do ho dua vao khai thac cac nang luc san
xuét moi, véi mong mudn gianh duge thi phan va ngudn lyc can thiét.

5. Nguy co tir nhitng san pham thay thé: Phan 16n san pham thay thé 1a két
qua cua cudc bung nd cong nghé, mudn dat duogc thanh cong, cac doanh
nghiép can chu y va danh ngudn lyc dé phat trién hodc van dung cong
nghé méi vao chién lugc ciia minh.

1.2.1.1.3. Ma trin dianh gia cic yéu t6 bén ngoai
EFE (External Factor Evaluation)

Ma trén nay cho phép doanh nghiép tom tit va danh gia cac thong tin kinh té,
x4 hoi, van hoa, nhan khau. dia 1y, chinh tri, luat phép, cong nghé va canh tranh.
Viéc xay dung ma trin danh gia yéu t6 bén ngoai can trai qua 5 budc sau day:

Budée 1: Lap danh muc cac yéu td c6 anh huong quyét dinh dén su thanh
cong trong qua trinh kiém tra cac yéu td bén ngoai, bao gdm ca co hoi va de doa.

Buéc 2: Phan loai tAm quan trong tir 0 (khong quan trong) dén 1,0 (rit quan
trong) cho mdi yéu td. Mirc phan loai dugc xé4c dinh béng cach so sanh nhitng nha
canh tranh thanh cong véi nhitng nha canh tranh khong thanh cong. Tuy nhién téng
s6 muc phan loai dugc 4n dinh cho céc nhan tb phai béng 1,0.

Bwéc 3: Phan loai tir 1 dén 4 cho mdi yéu td quyét dinh su thanh cong, thé
hién cach thirc ma doanh nghiép phan tng véi yéu t6 nay. Trong d6 4 1a phan tng
t6t nhat, 3 1a phan Ung trén trung binh, 2 14 phan ung trung binh va 1 1a phan tng
kém.

Buéc 4: Nhan tam quan trong ctia moi bién sb véi loai cua nd dé xac dinh sd
diém vé tm quan trong .

Buéc 5: Cong tong sd diém vé tam quan trong cho mdi bién s dé xac dinh

tong diém quan trong cua to chuec.
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Bang 1.1: Ma trin danh gia cic yéu té bén ngoai (EFE)

Cdc yéu to bén ngoai Mirc  quan | Phan logi | So diéem quan

trong trong

Liét ké cdc yéu ro bén ngoai

Téng cong

Bat ké sb co hdi chu yéu va moi de doa duoc thé hién trong ma trdn danh gia
cac yéu to bén ngoai: Tong s6 diém quan trong 16n nhat ma mot t6 chirc c6 thé c6 1a
4.0 va thap nhat 1a 1.0. Tong sé diém quan trong 13 4.0 cho thiy t6 chirc dang phan
ung rat tot v&i cac co hdi va moi de doa hién tai trong moi trudng cua ho. Téng )
diém quan trong 13 1.0 cho thiy nhiing chién lugc ma cong ty dé ra khong tan dung
duoc cac co hdi hoac khong han ché duogc cac mbi de doa tir bén ngoai.

1.2.1.2. Phan tich méi trwong bén trong ( Noi by) IFE (Internal Factor
Evaluation)

Qua trinh phat trién chién lugc cua to chire 1a viée dau tu dé phat trién céc loi
thé canh tranh, dé phat trién duoc cac loi thé thi doi hoi phai hiéu biét méi trudng
ndi bd diéu ndy co ¥ nghia to 16n va hét stc can thiét. Qué trinh phan tich méi
truong ndi bd 1a nham tim ra nhitng diém manh va diém yéu cta cong ty , qua do
xac dinh cic ning luc can thiét ma doanh nghiép cAn nim giir dé nang cao vi thé
canh tranh cta cong ty.

1.2.1.2.1. Hoat dong ctiia b phan Marketing

Céc van dé vé hé thong thong tin Marketing, hiéu qua hoat dong marketing
va cac chirc ning cua maketing dé 1am rd hoat dong marketing ctia mot doanh
nghi¢p. Bao gém cac san phém/dich vu cua doanh nghi¢p, mic da dang cua san
pham, kha ning thu thap thong tin can thiét vé thi truong, thi phan hodc tiéu thi
phan,co cdu mat hang, dich vu va kha ning mé rong, chu ky sdng ctia cac san pham
chinh, ti 1€ loi nhuan so vé1 doanh s6 san phém/dich vu,kénh phan phéi, ) luong,
pham vi va mic do kiém soat...

1.2.1.2.2. Hoat dong ciia by phan Nhan su:

Phén tich dénh gia hoat dong ctia bo phan nhan su cin xem xét quy mo va co

cAu nhan sy hién tai so véi nhu cau cua cac khau cong viéc, kha ndng hoan thanh

cong viéc cua cac thanh vién trong t6 chirc, chinh sach tuyén dung, huan luyén, viéc
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sir dung ngudn nhan lyc, chinh sach tién luong, kha nang khai thac sang kién trong
tap thé ngudi lao dong, trién vong vé quan tri nhan su trong twong lai, mbi quan hé
gilta cdc nha quan tri v&i nguodi thira hanh. Trinh d§ chuyén moén binh quéan cua
nhan vién can nang cao dén muc nao, co ciu lao dong ma t6 chirc can tuyén dung
thém.
1.2.1.2.3. Hoat dong ciia by phan Tai chinh- ké toan
Khi x4y dung cac chién luoc cin x4c dinh nhimg diém manh va yéu vé tai
chinh cua to chirc. Kha nang thanh todn, cac khoan nog, von luu dong, loi nhuén, )
luong von, lugng tién mat, va von co phén thuong cua cong ty céd thé lam cho mot
s6 chién lugc trd nén kha thi hon. Phan tich cac chi s6 tai chinh 1a phuong phap sir
dung nhiéu nhat dé xac dinh diém manh va yéu cta t6 chirc vé dau tu, tai chinh va
tién 14i 6 phan.
1.2.1.2.4. Hoat dong ciia bd phin San xuit tic nghiép
Can danh gia nhirng hoat dong tao ra san phém/dich vu, muc do hai long cua
khach hang, cac loai quy trinh san xuét va hoat dong trong doanh nghiép, nhimg
cong nghé duogc lua chon dé sir dung trong timg quy trinh hoat dong, cach thirc bd
tri cac phuong tién, sip xép dinh vi cac thiét bi, ning suat lao dong, mirc dy trit
nguyén vat liéu, quan tri cac yéu té dau vao, kha ning nang cao tay nghé nhan vién,
phuong phép kiém tra chat luong, kiém soét chi phi. ..
1.2.1.2.5. Hoat dong ciia by phian Quan tri chét lwong
Viéc danh gia phén tich hoat ddng quan trj chat lvong cin ctr: Doanh nghiép
c6 hé théng quan trj chat lugng hay chwa, nhiing tiéu chuan ap dung c6 phi hop yéu
cau cua thi truong khong, doi tugng va phuong phap quan tri chat luong ciia doanh
nghiép, phan tng ctia khach hang va hoat dong xir Iy cac phan hdi cua khach hang,
nhiing chi phi nghién ctru nhu cau va stra chita cac sai sot ciia hé thong.
1.2.1.2.6. Hoat djng ciia by phan Nghién ciru va phat trién
Panh gia hoat dong nghién ciru va phat trién trong viéc phat hién va tng
dung nhiing thanh tyu khoa hoc dé nang cao chét lugng san phém, tao loi thé canh
tranh, nhitng nhiém vy, muyc ti€u nghién ctru va phat trién hién tai, nhitng hinh thirc
nghién ctru va phat trién hién tai, mbi quan hé gitra nghién ctru va phat trién san

phdm méi, nhitng du dinh san xuit trong thoi gian t6i, nhiing thiét bi méi dang
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duoc sir dung, chu ky thay doi cong nghé, tinh thich nghi giira ngudn nhan luc va
cong nghé moi, su thu thip thudng xuyén thong tin vé cong nghé méi, kha ning
phat trién san pham méi ctia doanh nghiép.

1.2.1.2.7. Phéan tich hoat dong ciia b phan mua hang:

Phan tich hoat dong mua hang s& gitip nha quan tri nhan dién twong quan
giita doanh nghiép vdi timg nha cung cap, tiém ning khai thac cdc ngudn cung cap
cac yéu to dau vao. Doanh nghiép c6 kha ning hoi nhip vé phia sau v6i nha cung
cap nao, kha ning kiém séat ngudn cung cip, kha niang tim kiém ngudn cung cip
v6i mirc gia thap

1.2.1.2.8. Hoat dong ciia hé thdng thong tin trong doanh nghiép:

Phén tich nhitg mit ndi bat va yéu kém cua hé théng thong tin trong doanh
nghiép, sy phu hop ctia hé théng thong tin, phuong tién thu thip thong tin méi
truong kinh doanh, nhitng kha ning mé rong, nang cao do tin cdy cua hé thong
thong tin, kha ning dy bao cic dién bién vé cac yéu té méi truong, chi phi quan ly
hé thong thong tin tai bd phan chiic ning, nhimg wu thé cling nhu mirc d6 hién dai
hoa.

1.2.1.2.9. Ma tran ngi bo (IFE)

Tuong tu nhu ma tran EFE, cin cir vao két qua cac danh gia cac yéu t6 noi
bo, viéc 1ap ma tran IFE ciling duoc xay dung theo 5 budc nhu sau:

Buéce 1: Lap danh muc cic yéu to co anh hudng quyét dinh dén sy thanh
cong trong qua trinh kiém tra cac yéu t6 bén trong, bao gdm ca diém manh va diém
yéu .

Buwéc 2: Phan loai tim quan trong tir 0 (khong quan trong) dén 1,0 (rat quan
trong) cho mdi yéu td. Murc phan loai dugc xac dinh bdi sy anh hudng cua yéu td do
dén to chirc trong hoat dong chung ctia nganh. Tong s6 mirc phan loai dugc an dinh
cho cac nhan t6 phai bang 1.,0.

Bude 3: Phén loai tir 1 dén 4 cho mdi yéu td dai dién cho diém yéu 16n nhat
(1 diém), diém yéu nho nhit (2 diém), diém manh nh6 nhit (3 diém), diém manh
16n nhat (4 diém) .

Buéc 4: Nhan tim quan trong cua mdi bién sé voi loai ctia né dé xac dinh

tong sO diém quan trong cho moi bién so.
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Budc 5: Cong tong so6 dieém ve tam quan trong cho moi bién s6 dé xac dinh
tong diém quan trong cua to chuec.

Bang 1.2: Ma trin danh gia cic yéu té bén trong (IFE)

Cdc yéu t6 bén trong Mukc quan | Phan loai So diém quan

trong trong

Liét ké cac yeéu to noi tai

Tong céng

S6 diém quan trong tong cong c6 thé duoc phan loai tir thap nhat 1a 1.0 dén
cao nhit 13 4.0 va sb diém trung binh 13 2.5. S6 diém quan trong tong cong thap hon
2.5 cho thay cong ty yéu vé ndi bo va sd diém cao hon 2.5 cho thiy cong ty c6 thé
manh vé ndi bo.

1.2.2. Xac dinh chién hrge- Cong cu ma trin SWOT

Pay la giai doan két hop ciia qué trinh hinh thanh chién lugc. Céc chién luoc
duoc xdy dung trén co sé phan tich va danh gia moi truong kinh doanh, nhan biét
nhirng diém manh- diém yéu, co hoi va moi de doa tac dong dén su ton tai cua

doanh nghiép. Cac phuong an chién luoc nay sé& dugc lua chon dé c6 nhitng phuong

an toi wu va kha thi nhit.

Béang 1.3: Ma tran SWOT

SWOT

Céc co hoi (Opportunities)
1.
2.Liét ké cac co hoi

Céc nguy co (Threats)
1.
2. Liét ké cac nguy co

Nhitng diém manh
(Strenghts)
1

2.Liét ké nhiing diém

Céac chién luge S-O

1.

2. St dung nhiing diém
manh dé tan dung cac co hoi

Céc chién luge S-T

1.

2.Vuot qua nhiing kho
khan bang tan dung

manh nhiing diém manh
Nhitng diém  yéu | Cac chién luoc W-O Céc chién lugc W-T
(weakness) 1. 1.

1. 2.Han ché cac mit yéu dé | 2.T6i thiéu hoa nhitng
2.Liét ké nhitng diém | tan dung céc co hoi diém yéu va tranh khoi
yéu cac moi de doa

Ma tran diém manh - diém yéu, co hoi- nguy co (Ma trin SWOT), 14 cong cu két

hop quan trong c6 thé gitp nha quan tri phat trién 4 loai chién luoc sau:
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- Chién lugc diém manh — co hoi (S-O): Str dung nhiing diém manh bén trong
doanh nghiép dé tan dung nhitng co hdi bén ngoai.
- Chién lugc diém yéu-co hoi (W-0): nham cai thién nhitng diém yéu bén trong
doanh nghiép bang cach tan dung nhitng co hdi bén ngoai.
- Chién lugc diém manh- nguy co (S-T): Str dung nhitng diém manh cua doanh
nghiép dé tranh di hay giam thiéu anh huéng cia nhitng mdi de doa bén ngoai.
- Chién lugc diém yéu- nguy co (W-T): La chién lugc phong thit nham lam
giam di nhitng diém yéu bén trong va tranh khoi nhitng de doa tir bén ngoai.
1.2.3. Luwa chon chién lwge
Chién lugc cua doanh nghiép thudng anh hudng nhidu dén cac doanh nghiép
dau tu vao nhiéu linh vyc, tuy nhién né ciing thich hop véi doanh nghiép chi tham
gia vao mgt nganh kinh doanh, tuy ndi dung cé khac nhau nhung viéc Iya chon
chién luoc cua doanh nghiép doi héi Ban Giam ddc ctia doanh nghiép ludn phai tra
161 3 cau hoi:
- Chung ta dé lai nhitng dang kinh doanh nao ?
- Chung ta rat ra khdi nhitng dang kinh doanh nao ?
- Chung ta tham gia vao nhirng dang kinh doanh mé1 nao?
1.2.3.1.  Céc loai chién hrge chii yéu
Moi phuong 4n chién luoc déu 1a sy theo dudi thong qua nd luc bén trong
hozic bén ngoai , ty timg cach thirc ma co loai khac nhau, tuy nhién chién lugc tong
quat cap cong ty sé bao gdm cac loai nhu sau:
1.2.3.1.1 Nhirng chién lwge ting trudng tip trung:
bay la chién lugc tap trung vao viéc cai tién cac san phém-dich vu ma thi
treong hién cé. Viéc theo dudi chién luge nay cong ty phai gianh hét moi kha ning
ddi véi san phém, dich vu hién c6 nham lam t6t hon cac cong viéc hi¢n dang tién
hanh. Piéu nay con c6 thé duoc cu thé hoa thong qua 3 phuong an:
Tham nhdp thi trieong: Tim cach ting trudng cac san pham hién dang san

xuat trén thi truong hién c6 bang viéc ting cudng cic nd lyc trong hoat dong
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marketing hay gianh thém thi phan bang cach mua lai hay kiém soat nhiéu hon mot
hodc nhiéu hon cac ddi thil canh tranh tryc tiép cua minh.

Phat trién thi trwong : Tim cach ting trudng bang viéc tham nhdp vao céc thi
truong méi dé tiéu thyu cac san pham hay dich vu ma cong ty hién co.

Phat trién san pham: Tim cach ting trudng bang viéc phat trién san pham
moi dé tiéu thy trong cac thi trudng ma cong ty dang hoat dong.

1.2.3.1.2 Nhitng chién lwgc phat trién hdi nhéap:

Chién lugc nay nham lién két v6i cac hing dang kinh doanh manh ma dang
do du hay khong c6 kha ning trién khai cac chién lugc ting trudng tap trung. Sy két
hop nay phu hop véi muc tiéu va céac chién lyoc dai han dang thuc hién. Chién lugc
nay cho phép cing cb vi thé cta cong ty va cho phép phat huy kha ning k¥ thuat
cua cong ty.

Hoi nhdp doc ngiroc chiéu: La tim sy ting trudng bang cach nim quyén s
hiru hodc ting cudng kiém séat dbi v4i cac ngudn cung mg nguyén lidu. Hoi nhap
nguoc chidu phu hop voi tiéu chi chuyén trong tAm phi ton hién thoi thanh trong
tam loi nhuén tiém tang.

Hoi nhdp doc thudn chiéu: Tim cach ting trudong bang cach mua lai, nim
quyén sé hitu hoic ting su kiém soat ddi voi cac kénh chire ning tiéu thu gan voi
thi truong dich, co thé béng viéc thanh lap cic co s san xut ctia minh, céc luc
lwong ban hang nhu hé théng ban si hay ban 1é.

1.2.3.1.3 Nhirng chién lwoc ting truéng da dang :

Chién lugc nay thich hop véi nhitng doanh nghiép khong thé dat muc tiéu
tang truong véi cac san phém hién thoi , theo dudi mot chién luge da dang hoa la
thay ddi dic tinh cta kinh doanh, 13 d3t ra va thuc hién nhirng chién luoc riéng bi¢t

Pa dang hod dong tdm: Tim cach ting truéng bang cach hudng dén cac thi
truong mai voi cac san pham méi, phit hop vé cong nghé va marketing hodc cac san

pham hié¢n co6 c6 thé mang lai hi¢u quéa vuot du kién.
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Pa dang hod ngang: Tim céach ting trudng bang viéc hudng vao thi trudng
hién c6 bang nhiing san pham madi ma c6 cong nghé khong lién quan dén cac san
pham hién dang san xuét.

Pa dang hod két hop: Tim sy ting trudng bang viéc hudng téi cac thi trudng
moi v6i cac san pham méi khong lién quan vé mit cong nghé dén san pham hién
dang san xuat.

1.2.3.1.4 Nhirng chién hroc suy giam

Pay 1a su sap xép lai dé ting cudng hiéu qua sau mot thoi gian ting truong
nhanh va khi khéng c¢6 co hoi ting trudong dai han va 1am an c6 1ai, ciing ¢ thé ap
dung khi nén kinh té khong 6n dinh hodc khi c6 cac co hoi khac hap din hon co hoi
ma doanh nghiép dang theo dudi.

Sw chinh don don gian: Py 1a su i budc va to chtc lai nham giam bét cac
bd phan khong mang lai hiéu qua hodc cic van dé khé khin do lién quan dén diéu
kién moi trudong.

Thu lgi von dau tw: Thuc hién viéc nhuong ban hodc dong ctra mot s6 doanh
nghiép truc thudc nhim thay ddi noi dung hoat dong.Vi¢c nay con cd thé thuc hién
khi hoat dong ctia bd phan trd nén tdi t& hay khong co trién vong phu hop véi cac
doanh nghiép thanh vién khac.

Thu hoach: Tim céach tang vong luan chuyén tién vi muc dich trude mit, viée
nay nham giam chi phi va ting thu ngudn tién, thong qua thai hdi cong nhan, khong
mua thém nguyén vat lidu, giam gia ban, ting cudng bién phap tan thu, tiét giam chi
phi va thu hdi von dau tu.

Gidi thé: Pay 1a bién phap bat budc khi doanh nghiép khong con da kha
nang canh tranh trong nganh ma minh hoat dong, cling nhu khong du ngudn luc can
thiét dé theo dudi cac chién luoc kha quan khac.

1.2.3.1.5 Nhirng chién lwgc hwéng ngoai:
Doanh nghiép c6 thé theo dudi con dudng ting truong bang viée thuc hién

cac phuong an chién lugc hudng ngoai.
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Sdp nhdp: Su sap nhap dién ra khi hai hay nhiéu hon doanh nghiép két hop
v6i nhau tao thanh cong ty mdéi. Day 1a qua trinh thuong thdo tu nguyén gilra cac
doanh nghiép dé thanh lap coéng ty méi véi co ciu to chirc va ndi dung hoat dong c6
nhimng thay d6i khéc.

Mua lgi: Pay 1a qua trinh mot doanh nghi¢p mua lai mot doanh nghi¢p khac
dé thu hat, bd sung thém cac cac linh vuc ma doanh nghiép dang hoat dong. Hoat
dong mua lai s€ gilip doanh nghi¢p nhanh chong thuc hién duoc chién lugc cua
minh véi mang luéi kinh doanh sin co.

Lién doanh: Su lién doanh cua hai hay nhiéu doanh nghiép nham thuc thi
nhimg cong viéc ma mot doanh nghiép riéng 1¢ khong thé 1am duoc trong khi quyén
so hitu van giit nguyén, hoat dong nay s& tao thuan loi rat 1on khi mudn tham gia
vao céc thi trudng nudc ngoai.

1.2.3.1.6 Nhirng chién lwge hdn hop va nhirng doanh nghiép thue hién dwéi
tiém ning

Nhitng doanh nghiép nay thuong c6 vi thé yéu trong canh tranh do d6 phai
st dung nhiing chién luoc mang tinh diéu chinh, co thé déng thoi thue hién nhidu
chién lugc khac nhau hodc thuc hién tuan tu theo thoi gian.

1.2.3.2. Ma tran hoach dinh chién lwgc c6 thé dinh hrgng (QSPM)

Ma tran QSPM la cong cu cho phép cic nha chién lugc danh gia khach quan
cac chién lugc c6 thé thay thé dua trén cac yéu td thanh cong chii yéu bén trong va
bén ngoai da xac dinh. Vi¢c thiét 1ap ma tran QSPM can theo 6 buédc sau day:

Budce 1: Liét ké cac co hoi, mdi de doa bén ngoai va cac diém manh yéu bén
trong & cot bén trai, cac thong tin nay dugc lay tir ma tran EFE va IFE. Nén lay toi
thiéu 10 yéu t6 thanh céng quan trong bén ngoai va 10 yéu té thanh cong quan trong
bén trong.

Buwéc 2: Phan loai cho mdi yéu t6 thanh cong quan trong bén trong va bén
ngoai. Su phan loai nay tuong tu nhu trong ma tran EFE va IFE.

Buwdc 3: Nghién ctru cac ma trdn va xac dinh cac chién lugc c6 thé thay thé

ma doanh nghi¢p nén xem xét dé thuc hién. Ghi lai cac chién lugc nay trén hang
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dau tién cta ma train QSPM. T4p hop céc chién luoc nay thanh cac nhom riéng biét
néu co thé.

Budéc 4: Xac dinh diém sd hap din, d6 1a gia tri bang so bicu thi tinh hap dan
turong d6i mdi chién luge trong nhom cac chién luge c6 thé thay thé.

Buéc 5: Tinh tong s6 diém hap dan bang viéc nhan sé diém phan loai (budc
2) v6i sb diém hap dan (budc 4) trong mdi hang. Tong sé diém hap dan cang cao thi
chién luoc cang hap dan (chi xét vé yéu t6 thanh cong quan trong bén canh).

Buwéc 6: Tinh cong cac sé diém hap din trong cot chién luge cta ma tran
QSPM. Cong tong diém hidp dan biéu thi chién lugc nao hip din nhét trong mdi

nhom chién luoc c6 kha ning thay thé.

Bang 1.4 Ma tran QSPM
Céc chién luoc trong nhom
chién luge c6 thé thay thé | Co sé
. | Chién | Chién | chién | cuasd
y A A Phan R
Cac Yéu to loai lwoc 1 | lwoc2 | luoc3 diem
. T T | hép
A A|T]|A 4
A A an
S S |AS| S
S S

Cdc Yéu t6 Bén trong

Liét ké cac di€ém manh yéu

cua doanh nghiép

Cdc yeéu to bén ngoai

Li¢t ké cac co hoi va nguy co

bén ngoai

Cong tong s6 diém hap dan

(AS- S6 diém hap dan, TAS- Tong s6 diém hap dan)

Keét lugn :Can clr vao ma tran trén ta lra chon chién lugc c6 TAS 16n nhat
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Tém tit chwong 1

Chién lugc kinh doanh déng vai trd hét sitc quan trong cho su ton tai va phat
trién cta doanh nghiép trong moéi truong kinh doanh canh tranh. Qua trinh quan tri
chién luoc 1a mot qua trinh thuong xuyén, lién tuc va béi su tham gia cia moi thanh
vién trong doanh nghiép nham huéng moi nd Iuc va ngu@)n luc, tao nén sitc manh
cong hudng cho viéc thuc hién chién luoc 1a yéu cau can thiét cho thanh cong cua
doanh nghiép.

Dé c6 thé c6 mot chién luge phu hop cho ting giai doan phat trién, nha quan
tri can phan tich moi truong kinh doanh bén trong va bén ngoai nham tim ra nhiing
co hdi, de doa, cac diém manh va diém yéu cta td chire. Qua do tan dung va phat
huy cac diém manh, khic phuc nhitng diém yéu trong viéc khai thac co hoi va né
tranh nhitng de doa ctia méi truong, chién luge dua ra can phai dua trén co s& phan
tich méi truong kinh doanh, nhung phai mang tinh thuc tién va cu thé, dong vai trd
dinh hudng cho cac bd phan chiic nang, dugc cac thanh vién trong doanh nghi¢p
thau hiéu, dong cam va chuyén thanh ké hoach hanh dong cu thé cta bd phan trong
khéi doan két vi muc tiéu chung cua to chuc.

Dinh hudng chién lugc 13 hét stc can thiét d6i véi mot doanh nghiép trong
moi trudng kinh doanh véi sy canh tranh ngay cang khéc liét. Vi vay, doanh nghiép
phai xay dyng dinh hudng chién luoc, va chi voi dinh hudng chién luge phu hop
méi c6 thé gitip cho doanh nghiép ton tai va phat trién virng chéc trong diéu kién

nguodn lyc ludn co6 gisi han.
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Chuong 2

PHAN TiCH MOI TRUONG KINH DOANH CUA Xi NGHIEP
THUONG MAI MAT PAT TAN SON NHAT

2.1. Toéng quan vé hoat dong kinh doanh ciia Xi nghiép thwong mai mit dat
T4n Son Nhit.
2.1.1. Lich sir hinh thanh va phat trién
Xi nghiép thuong mai mat dit Tan son Nhat tén goi tiéng Anh 1a Tan Son
Nhat International Airport Ground Services ( Viét tit —TIAGS). La doanh nghiép
nha nuéc duoc thanh 1ap theo quyét dinh s6 442/CAAV cua Cuc Hang khong dan
dung Viét Nam ngay 01/06/1993, véi tén goi ban dau 1a Xi nghiép phuc vu ky thuat
throng mai mit dat Tan Son Nhit tryc thuéc Hing Hang khong Qubc gia Viét
Nam.
Ngay 27/5/1995 Thua tuéng Chinh phu ky quyét dinh sé 328/TTg thanh lap
Tong Cong ty Hang khong Viét Nam trén co so Hang hang khong qubc gia Viét
Nam va mét s6 don vi khac thudc nganh hang khong, ngay 30/6/1997 Chu tich Hoi
ddng quan tri Téng cong ty Hang khong Viét Nam di ky quyét dinh s6 1031/HDQT
do6i tén Xi nghiép thanh Xi nghiép Thwong Mai Mt Pat Tan Son Nhat.
2.1.2. Chirc nang, nhiém vu, kinh doanh cta Xi nghiép thwong mai mat
dAt Tan Son nhit.
2.1.2.1. Chirc nang:
Chtrc nang chinh 13 cung cip nhimng dich vu phuc vu mat dat dong bo trong
day chuyén van tai hang khong tai san bay qudc t& Tan Son Nhit. Ngoai ra, Xi
nghiép con cung Gmg cho cac khach hang mot s dich vu nhu: Giao tra hanh 1y dén
tan nha (Baggage Delivery Service — BDS), Giit hanh 1y cho hanh khach tai san bay
(Left Baggage Service — LBS), Stra chita thiét bi chat xép (Unit Load Device —
ULD) cho Téng cong ty Hang khong Viét Nam
2.1.2.2. Nhiém vu:
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Lap ké hoach san xuét kinh doanh phuc vu k¥ thuat, thwrong mai mat dét cho
cac chuyén bay cta Hang hang khong qudc gia Viét Nam va cac Hang hang khong
khéc, t6 chic thuc hién khi duge phé duyét.

T chirc thue hién phuc vu k¥ thuat, thuong mai bao gé)m : dich vu k¥ thuat
may bay tai san dau, thu tuc hanh khach, hanh 1y, dich vu chat xép hanh 1y - hang
hoa - buu kién trén may bay, vé sinh may bay, thii tuc tai liéu chuyén bay, stra chira
bao dudng céc trang thiét bi k¥ thuat, xe dic ching va cac dich vu khac ¢6 lién quan
dén day chuyén phuc vu k¥ thuét, thuong mai cho méy bay ciia Hang Hang khong
qudc gia Viét Nam va cac Hang hang khong khac.

bam bdo cung cép dich vu mat dat dﬁy du, kip thoi, ding ti€u chuan cho cac
chuyén bay theo ké hoach va lich bay hang ngay. Quan hé véi cac don vi lién quan
tai san bay dam bao phuc vu hanh khach chu ddo, an toan. Thuc hi¢n cung cép dich
vu mit dat cho cac chuyén bay chuyén co.

Tham gia xay dung qui trinh, qui pham, tiéu chuan, dinh muac phuc vu k¥
thuat, throng mai cho may bay. Kién nghi véi cac co quan chirc ning cua Hing ban
hanh stra ddi, bd sung céc tiéu chuén, dinh muc phuc vu k¥ thuét, thuong mai cho
may bay.

2.1.3. Co ciu t6 chirc

So d6 tb chire ciia Xi nghiép TMMDP - Tan Son Nhit (Xem trang sau )
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PHONG TO CHUC HANH
CHINH

PHONG TAI CHINH KE
TOAN

PHONG KE HOACH

VAN PHONG DANG - POAN
THE

TRUNG TAM PAO TAO

X

4
<
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N

Q
-
A
=
=
&)

TRUNG TAM PIEU HANH

PHONG TAI LIEU VA
HUONG DAN CHAT XEP

PHONG PHUC VU HANH
KHACH
PHONG PHUC VU SAN PO
XUONG SUA CHUA

Hinh 2.1: SO PO TO CHUC CUA Xi NGHIEP THUONG MAI MAT
PAT TAN SON NHAT

2.1.4. Cac dich vu chii yéu ciia Xi nghi¢p TMMD - Téan Son Nhat
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Dich vu chu yéu ctia Xi nghiép bao gdm 6 mang :

1/ Dich vu phuc vu hanh khach.

2/ Dich vu k¥ thuat san do.

3/ Dich vu v¢ sinh may bay.

4/ Dich vu tai lidu va hudng dan chét xép.

5/ Dich vu phuc vu hanh ly.

6/ Dich vu tim kiém hanh 1y that lac.
2.1.5. Mot s6 két qua hoat dong kinh doanh ciia Xi nghiép

Hoat dong cua Xi nghi¢p trén nén tang 1a phuc vu céac chuyén bay, do do su

phat trién cua nganh hang khong véi su ting trudng trong van chuyén hanh khach
va ting trudng sé chuyén bay dong thoi dem lai sy 16n manh cua Xi nghiép. Su ting
truong kinh té dat nude thong qua lugng von dau tu nudc ngoai va hoat dong san
xuat kinh doanh trong nuéc, cing véi hoat dong kinh t& d6i ngoai da 1a dong luc thu
huat cac Hang hang khong quéc té tham gia hoat dong trong thi truong Viét Nam va
khu vuc, bén canh d6 hoat dong ciia Hang khong Viét nam cling tang truong tuong
xtmg. Toc d6 phat trién ctia nganh hang khong qua cac nam thong qua San bay Tan
Son Nhit déu ting, do d6 san luong phuc vu ctua Xi nghiép ciing lién tuc ting
truong .

Bang 2.1: San lwgng phuc vu cia Xi nghi€p qua cac nam

Chuyén Hanh Buu
Hanh ly Hang

Noi dung bay khach , ) kién

(tan) hoa (tan) ,
(lugt) (o) (tan)
Nam 2000 32.804 | 3.699.422 64.283 86.218 2.974
Nam 2001 39.070 | 4.319.369 72.818 94.178 2.600
Nam 2002 44862 | 5.317.105 95.184 138.699 2.490
Nam 2003 44.465 5.065.239 86.629 174.286 2.682
Nam 2004 53.877 | 6.249.157 104.006 | 199.242 3.171
Nam 2005 58.925 7.234.422 118.229 | 208.369 3.557
Nam 2006 60.854 | 7.562.506 121.149 | 212.591 2.386
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Neuén: TIAGS.2006

Hoat dong phuc vu mit dit hang khong 1a nganh mang tinh chét twong hd
cho hoat dong khai thac hang khong, su tang truéng hoat dong khai thac hang
khong s€ tao moi truong hoat dong hét strc thuén loi cho phuc vu mat dét. Chinh vi
vay trong nhitng nim qua cung véi sy trdi ddy ctia hoat dong hang khong trong khu
vue, voi sd chuyén bay di dén San bay Tan Son Nhat ngay mot nhiéu 1am cho hoat
dong kinh doanh ctia Xi nghiép c6 nhitng budc tién hét sirc 4n twong. Puoc su quan
tam hd trg cia Nha nudc, cung voi nhitng chu trrong manh mé ciia co quan chu
quan, bén canh nhiing nd lyc cua tap thé can bd nhan vién Xi nghiép, nhitng nam
qua doanh thu va thu nhép cua Xi nghiép di ting truong dang ké.

Bang 2.2: Két qua kinh doanh ciia TIAGS qua cic nim (khéng tinh
Vietnam airlines)

Don vi tinh: Ty dong

2000 2001 2002 2003 2004 2005 2006
Doanh

153,8 | 173,33 | 228,43 | 250,88 | 287,97 | 338,20 | 302,65
thu
Chi 89,7 98,16 121,67 | 123,34 | 134,52 139,73 163,48
Chénh
léch 23,5 75,17 106,76 | 127,54 | 153,45 198,47 | 139,17
ec

Neuoén: TIAGS.2006

2.2. Phéan tich moi trwong kinh doanh bén ngoai
2.2.1. MGoéi trwong vi mo
2.2.1.1.  Yéu t6 kinh té
Kinh té Viét nam trong thoi gian qua co su ting trudng tét, mirc ting trudng
GDP qua cic nam nhu sau: Nam 2000 1a 6,75%, nam 2001 1a 6,8%, nam 2002 1a
7,04%, nam 2003 1a 7,24% ,nam 2004 1a 7,4% ,nam 2005 la 8,4%, nam 2006 la
8,2% du kién muc ting truéng binh quan dat 7,5 dén 8% trong nhitng nim tiép

theo.
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Viét nam da c6 nhiéu chinh sich d6i méi manh mé tao thuan loi cho hoat
dong san xuét kinh doanh ctia tt ca cc thanh phéan kinh té.

Viét nam d3 timg budc thuc hién chuong trinh kich cau dau tu théng qua xay
dung co so ha tang cho cac khu cong nghiép, cac ving trong diém kinh té. Thay d6i
chinh sach dau tu hudng dén tao thuén 1gi cho nha dau tu, dua ra nhiéu cam két lam
lanh manh hoa moéi trudng dau tu trong va ngoai nudce, nhiéu bién phap ap dung
manh mé& giam thoi gian tham dinh du 4n ciing nhu cap gidp phép dau tu cho doanh
nghiép, Véi nhitng nd lyc khong mét moi, Viét Nam da tao diéu kién tét cho cac
loai hinh doanh nghi¢p tham gia hoat dong phat trién kinh té dat nuée.

Sy trdi day cua kinh té khu viec Pong Nam A va kinh té Viét nam sau thoi ky
khung hoang kinh té 1997-1998 1a su tré lai ctia cac nha dau tu nudc ngoai. Nam
2003, Viét nam thu hit duoc 1,45 ty USD vén dau tu nudc ngodi, nim 2004, Viét
Nam thu hat duoc hon 1,6 ty USD vén dau tu nude ngoai (FDI).Nam 2005, Viét
Nam ting cudng mé cira don cac nha dau tu va thic day tu do hoa thuong mai uéc
tinh ¢ t6i 5,4 ty USD vén dau tu truc tiép nudc ngoai. Nam 2006 thu hut duogc trén
9,9 ty USD, toc d6 thu hut dau tu van sé tiép tuc gia ting.

Vung kinh té trong diém phia Nam (TP H6 Chi Minh, Pong Nai, Binh
Duong, Ba Ria-Viing Tau, Tay Ninh, Binh Phudc, Long An) chiém 58,2% tong von
Pau tu nudc ngoai dang ky va 49,6% von thuc hién cia ca nude.Vé mit thuong
mai, dich vy, thanh phé HS Chi Minh 14 trung tim xuat nhap khiu 16n nhit nudc.
Kim ngach xuat nhap khau ciia thanh phd ngay cang chiém ty trong 1én trong tong
kim ngach xuét nhap khau cta ca nuéc. Thanh phd HO Chi Minh 13 trung tAm tai
chinh ngan hang 16n nhat Viét Nam, thanh phé dan déu ca nudc vé sé lwong ngan
hang va doanh sb quan hé tai chinh - tin dung. Thanh phd HO Chi Minh luén khang
dinh vai tro 1a mét trung tdm kinh té, tai chinh, thuong mai, dich vu cua ca nudc; la
hat nhan cta ving kinh té trong diém phia Nam va ca nudc theo chién lugc cong
nghi¢p ho4d, hién dai hoa.

2.2.1.2. Yéu t6 chinh trj va chinh phi.
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Viét Nam 1a dat nudc c6 sy 6n dinh vé chinh tri, hé thong luat kinh té da
dugc ban hanh kha hoan chinh. Trong nhitng nim qua Nha nu6c da ban hanh nhiéu
van ban, luat cling nhu nghi dinh, thong tu da tao nén mot cadch co ban hanh lang
phap 1y 6n dinh cho hoat dong kinh doanh.

Ngay 20/12/2006 Tong thong My da ky ban hanh quy ché thuong mai binh
thuong vinh vién (PNTR) véi Viét Nam, tir ngay 11/1/2007, Viét nam chinh thuc 1a
thanh vién ciia to chtrc thuong mai Thé gidi — WTO, mé ra cho cac doanh nghiép co
hoi mo rong ciling nhu mang lai nhiéu thach thire cho hoat dong cta doanh nghiép
trong nén kinh té toan cau hoa.

Chinh sach bau troi mé ciia Nha nudc ta cho phép cic doanh nghiép hoat
dong hang khong trong va ngoai nudc c6 diéu kién mé rong hoat dong nhat 1a sau
khi luat hang khong dan dung dugc ban hanh méi nim 2006. Piéu nay cho phép
hoat dong hang khong trong nudée tiép tuc tiép cdn manh mé voi sy phat trién chung
ctia khu vuc va thé gioi.

Sy kién 11 thang 9 nam 2001 14 trang den t6i cho hoat dong hang khéng cia
tat ca cac nudc, viéc di lai béng duong hang khong thuc su bi thach thirc béi van dé
an ninh va an toan, nhung tinh hinh an ninh chinh tri tai nuéc ta dugc gitt viing la
diéu kién tdt cho hoat dong du lich, thuong mai va hoat dong hang khong di dén
Viét Nam.

Hoi chtng suy hé hip cip (SARS), va cudc chién IRAQ lai 1an nira tin cong
dén hoat dong cta nganh hang khong va lan nay thi khong trir mot Hang hang
khong nao. Nho nhiing nd lyc ciia Nha nude Viét Nam va hd tro cta cac td chic
Quéc té, Viét Nam da nhanh chong léy lai niém tin va da tré thanh diém dén an toan
cho khach du lich.

Cung véi sy phat trién cta nhu cau dich vu nhim dap tmg nhu ciu di lai coa
cong chung, véi sy tham gia ctia cdic Hang hang khong gia ré, da thuc sy mang lai
mot khong khi méi cho hoat dong hang khong tai Viét Nam noi chung va tai San
bay Tan Son Nhét néi riéng. Day chinh 1a thach thirc ciia cac Hing hang khong khai

thac trén hanh trinh, va déng tho1 anh hudng dén hoat dong phuc vu mat dat.
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Cung véi yéu ciu ting cudng an ninh qudc gia, chinh phu cac nudc ngay
cang dua ra cac yéu cau kiém soat, cung cap cu thé thong tin ca nhan cia hanh
khach di may bay voi nhitg yéu cau khong ngimg duoc nang cao dit ra hang loat
cac van dé ma Hang hang khong va cong ty phuc vu mit dat phai dap tng.

2.2.1.3.  Nhirng yéu td x4 hi

Viét Nam c6 nén van hoa truyén théng 1au doi, v6i truyén thong hiéu khach
va than thién, Viét nam ngay cang c6 anh hudng 16n dén ban bé khé.p nam chau.
Véi ty 18 nguoi dan biét chir cao dat 94%, cho phép ching ta tw hao vé mot nude
Viét Nam day tiém nang dé phat trién kinh té dat nudc.

San bay Tan Son nhat 1a cira ngd giao luu van hoa gira Viét Nam va cic nén
van hoa khac trén thé gi61, bén canh nén van ho4 thuan viét 1 tinh da dang van hoa
ctia con ngudi khi thong qua cira khau nay. Ciing chinh 13 diém giao luu nén cac
nén vin hoa anh huéng nhiéu dén doi ngii nhan vién tham gia tiép xtc, truc tiép
phuc vu khach hang.

Viét Nam dang trong giai doan thuan loi nhat trong lich sur dat nude sau khi
cung mdt luc da thiét 1ap quan hé ngoai giao voi 167 nude, quan h¢ thuong mai voi
khoang 100 nuéc va 1 thanh vién cua hau hét cac to chirc khu vuc va qudc té quan
trong. Viét Nam ciling da ky 57 hiép dinh hang khéng véi cac qudc gia, ving lanh
tho, day 1a co s cho hoat dong hang khong tai Viét Nam noi chung va tai San bay
Tan Son Nhit noi riéng c6 nhiéu tiém ning phat trién.

2.2.14. Nhirng yéu té tw nhién:

San bay Tan Son Nhat toa lac ngay giira Thanh phé H6 Chi Minh 1a trung
tam kinh té cta ca nudc, 1a diém dén gan nhét véi cac dia phuong 1an can va ving
kinh té trong diém phia nam. San bay Tan Son Nhét duogc thé giéi biét dén vai cai
tén Sai Gon - SGN, day la diéu thuan loi cho viéc giy 4n twong dén khach hang khi
c6 chuong trinh khai thac dén San bay Tan Son Nhat. Pay 1a 1y do cho thiy viéc cac
nha dau tu nudc ngoai dén véi Viét Nam thong qua cira ngd San bay Tan Son Nhat

nhiéu hon cac ctra khau khac cua dat nude.



38

Cung v6i su phat trién chung cta dat nudc, San bay Tan Son nhat cling c6
nhu cau phai mé rong, nang cap dé dap mg nhu cau vén tai hang khong, tuy nhién
do bi bao quanh bdi qua trinh d6 thi hoa ctia Thanh phd H6 Chi Minh do d6 1am can
tré kha ning phat trién va mé rong.

2.2.1.5. Yéu t6 cong nghé

Do sy canh tranh manh mé trong k¥ thudt hang khong va nham dap tng nhu
cau di lai ngdy mot ting va ciing hudng dén tiét kiém chi phi cho cac Hang hang
khong, cac Hang ché tao may bay di ché ra nhiéu loai may bay c6 tinh ning siéu
viét mdi, cac loai may bay co tam bay xa, stc chura 16n lan luot ra doi dap ung yéu
cau khai thac va muc tiéu tiét giam chi phi cua cac Hang hang khong, diéu nay dat
ra nhitng yéu cau dich vu hd tro twong tng dap tng nhu ciu khai thac cua cac loai
may bay nay.

Hang loat thanh tyu cta cong nghé tiép tuc duoc dua vao ap dung trong
nganh hang khong nhu h¢ théng doc ho chiéu va giéy to du lich, hé th6ng khai bao
gidy phép xuit nhap canh, hé thong doc hanh 1y, hé thong phéan loai hanh 1y, cac
chuong trinh tich hop riit gon dén muc don gian cac thao tic nghiép vu cua nhan
vién hang khong, dé hanh khach c6 thé ty lam tha tuc hang khong da 13 budc tién
manh mé& dé nganh hang khong thoa man cac nhu cau di lai cua hanh khach. Cung
d6 1a chuong trinh vé dién tir (electronic ticket — e-ticktet) cho phép hanh khach
khong phai dén phong vé dit giit chd ma chi can thong qua mang internet dé sip
xép hanh trinh ctia minh, day 1a chuong trinh bat budc cua IATA (Hiép hdi van tai
hang khong quéc té) danh cho cac thanh vién cta minh 4p dung tir nam 2008. Sy
trién khai 1am tha tuc thong qua mang internet, va viéc loai bd vé in giéy s& tiét
kiém nhiéu chi phi cho cac Hang hang khong, dong thoi tao cho hanh khach cé diéu
kién tham gia ngay vao qua trinh Iam thu tuc tai san bay, lam giam bt ap luc cho
nhan vién va giam thoi gian cho hanh khach cho doi tai san bay.

Su &p dung cong ngh¢ thong tin trong quan Iy cong dan cua cac nudce, tao sy
di lai dé dang cho ngudi dan, tao thuén loi cho cong dan khi di lai bﬁng duong hang

khong.
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2.2.2. Moi truwong vi mo
2.2.2.1. Khach hang

Xi nghiép c6 2 ddi tugng khach hang, d6 1a khach hang 1a Hang hang khong
mua dich vu cua Xi nghi¢p, va khach hang 1a hanh khach di may bay s dung dich
vu do Xi nghiép truc tiép cung cp. Xi nghiép ludén dit myc tiéu thoa min khong
ngimg nhu cau cua khach hang, thong qua hoat dong ky két cac cam két tiéu chuan
chat luong trong cung tng dich vy giita Xi nghiép voi cac Hang hang khong, hién
nay da dam phan va ky két xong véi 8 Hang hang khong dang sir dung dich vu cta
Xi nghiép, cac dbi tac khac dang duoc xtic tién va dam phan.

Mit khac, nhu cau di lai caa hanh khach di may bay ciing d3 thay doi kha
nhiéu, do d6 dé dap tmg yéu cu phuc vu khach hang di may bay, Hang hang khong
khong ngimg dua ra nhiing san pham méi dé phuc vy hanh khach ctia minh. Bén
canh d6 cach t6 chirc kinh doanh cua cac Hang hang khéng ciing ¢6 nhitng thay doi
dang ké, viéc thanh 1ap cac lién minh khai thac hang khong hién nay dang chimg to
nhimg thé manh cta minh ddi v6i cac thanh vién trong hiép hoi va 1a loi thé déng ké
cho cac Hang hang khong khai thac trén thi truong. Su két hop nay khong chi thé
hién trong khi khai thac chuyén bay ma con dan mé rong ra trén ca viée két hop voi
cac Hang du lich, cac loai hinh van tai hanh khach khac, tor d6 cac yéu cu cua
khach hang d6i v6i Xi nghiép ciing tré nén da dang va lién tuc thay doi.

Hoat dong khai thac hang khong bén canh thé manh cua cic Hing hang
khong truyén thong, phuc vu cho d6i tuong hanh khach mua vé thong thudng, d6 1a
su ting trudng va md rong cac Hang hang khong gia ré véi su tiét kiém chi phi &
mirc cao nhét cho ca chi phi khai thac va chi phi phuc vy hanh khach, diéu nay sé& 1a
strc ép dang ké cho Xi nghiép khi muén chiém giir thi phan va xay dung dinh huéng
chién lugc.

2.2.2.2. Nha cung cip

Nha cung cdp cua Xi nghiép gém cac don vi trong diy chuyén cua Téng
cong ty hang khong Viét nam, nhu Cong ty phuc vu hang hoa Tan Son Nhat, Vin
phong khu viuc mién Nam, Cong ty in Hang khong, Cong ty Xuét nhap khau hang
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khong AIRIMEX, Ban diéu hanh bay, Trung tam huén luyén bay, Ban dich vu thi
truong , Ban Hang hoa .... La nhitng dau mbi cung cap cac san pham dé cung ung
cho chuyén bay. Pay 13 nhitng don vi ¢6 anh hudng nhiéu dén chit luong cung Gmg
dich vu cho khach hang. Cac san pham cung cip c6 su on dinh vé chét luong va
thoi gian, cac y kién khiéu nai tir khach hang duoc cac nha cung cdp xem xét
nghiém tuc va kip thoi.

Thiét bi mang, hé théng duong truyén, thiét bi dau cuéi, mat bﬁng khai thac,
hé thdng phong 1am viéc do Cum cang hang khong mién Nam cung cap, day 1a don
vi duy nhét cung tmg cac yéu td ky thuat va tién nghi trong phuc vu hanh khach.
Nhitng doi hoi cua khach hang va nhitng nhuoc diém trong khai thac nha ga hoan
toan 1& thudc vao don vi cung tng céc trang bi trén, 1am anh hudng nhiéu dén kha
nang hoat dong va phuc vu khach hang, cic van dé nay sinh khong duogc giai quyét
XUt ly nhanh chéong.

Chuong trinh phan mém 1am tha tuc hanh khach duoc Tong cong ty thué tir
dbi tac nudc ngoai, cac phan mém kiém soat khac cta cac Hang luén c6 su nang
cap, diéu chinh tao nén sy khong twong thich , cac vudng mic vé chuong trinh
pham mém cham duoc xt 1y, do d6 thudng xuyén gay kho khin cho hoat dong phuc
vu hanh khach cta Xi nghiép.

Cong an ctra khau, hai quan 1a don vi thyc hién chiic trach theo luat dinh,
khong phai 1a don vi dich vy, nén vi¢c phuc vu hanh khach di may bay luén gap
nhitng tré ngai nhét dinh 1am anh huong két qua hoat dong phuc vu hanh khach néi
chung.

2.2.2.3.  Déi thii canh tranh

Trong xu thé hoi nhap kinh té thé gidi, cing véi qué trinh chuyén d6i mo
hinh t6 chirc kinh té trong nganh hang khong, nim 2004 Cum cang hang khong
mién Nam d3 thanh 1ap Cong ty phuc vu mat dat Sai gon véi tén viét tat la SAGS.
Cum cang hang khong mién Nam duoc giao quan 1y, khai thic co so ha ting San
bay Tan Son Nhat, viéc SAGS ra doi di lién d6 1a su thiéu rach roi trong quan 1y va

khai thac da mang lai cho Xi nghiép hang loat nhitng kh6 khan. D6 13 nhimng bét cap
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gilta quan ly va khai thac, gitra luc lugng phuc vu véi Hang hang khong 1a nguoi
dang hudng dich vu dugc cung cép khong tron ven.

Déi tha canh tranh hoan toan c¢6 cac kha ning cung cap cac loai dich vu ma
Xi nghiép dang cung cip. Bén canh d6 do 1a don vi méi, do d6 dbi thu canh tranh
dang trong giai doan t6 chirc hé thong, mé hinh t6 chirc nhé gon nén hoat dong quan
trj cling d& dang, cic van dé nay sinh c6 thé duoc dua ra xir Iy nhanh chéng va dung
d6i trong. Pong thoi bo khung cia SAGS ¢6 ngudn gde tir Xi nghiép nén c6 duoc
nhimg kinh nghiém ma Xi nghiép da trai qua dé né tranh khong gip phai nhitng yéu
kém, va tao mot phong cach mai trong phuc vu khach hang. La don vi méi nén
trang thiét bi ciing dugc du tu méi, cac sy cd ki thuat chua timg gip phai, chi phi
bao tri bao dudng thip, voi lugng khach hang it, ddi thu hoan toan c6 thé tung hét
nang luc dé phuc vu khach hang hién cé tao d4u 4n t6t hon dén khach hang tiem
nang.

Tuy vay su canh tranh gitra Xi nghiép va SAGS chua thyc sy mang tinh canh
tranh v6i ddy du y nghia, bén canh d6 hoat dong khai thac dich vu mat dat hang
khong cua hai don vi tuy khac vé don vi chii quan nhung déu 1a doanh nghiép nha
nuée, chiu sy chi phdi cta cac quy dinh chung cia Nha nude va ciia nganh, do do
c6 thé néi mirc canh tranh thip, chua c6 ¥ nghia dang ké.

2.2.2.4.  Doi thii méi tiém 4n

Cong ty hang khéng ¢ phan Pacific Airlines ciing d3 thanh 1ap don vi phuc
vu mat dat phuc vu cho chinh Hang , don vi phuc vy mat dét cua Hang tuy mdi chi
phuc vu cho riéng Hang nhung day ciing s& 1a d6i tha canh tranh trong tuong lai cia
Xi nghiép khi diéu kién da chin mudi.

Su mé cira bau troi va khai thac hang khong s& cho phép nhiéu to chirc mai
tham gia vao thi truong, ddy rd rang 1a thach thirc dang ké cho hoat dong cta Xi
nghiép. Su phat trién cta cac cong ty du lich voi luong khach 16n s& ¢ thé 1am xuét
hién thém nhiing Hang hang khong mdéi tham gia khai thac, sy khai thac hang

khong mai sé 13 mot budc tiép theo dé hinh thanh nén nhitng cong ty mat dat khac
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nham phuc vu cho Hang hang khong do, va tiép tuc canh tranh gianh thi phﬁn dich
vu mat dat.
2.2.2.5. San phim thay thé:

Hién nay cung voi su phat trién vuot troi cta cong nghé mot ) cong doan
trong phuc vy mat dét c6 thé dugc thay thé nhu : Hé théng tur lam thu tuc, lam thu
tuc hang khong trén mang internet, lam cn bang trong tai tip trung tai trung tAm
chinh, khong ap dung lam tha tuc chuyén bay, nhitng hoat dong nay sé& thay thé cho
cac dich vu nhu phuc vu hanh khéch, can béng trong tai, hay may bay sé vao 6ng
16ng khong str dung xe cau thang khach. Chuong trinh lam thua tuc sudt hanh khach
di may bay nhiéu chiang khong st dung dich vu lam thu tuc tai diém trung chuyén
nita, hodc chuyén bay khong cung cdp suit an nén khong sir dung dich vu vé sinh
may bay. Trong xu thé tién b ctia nganh hang khong va véi muc tiéu tiét giam céc
chi phi, viéc cac Hang hang khong tién t6i sir dung nhing tién ich cia cong nghé
thong tin thay thé cho cac dich vu dang phai thué mudn lam cho ap lyc canh tranh
tac dong manh mé 1én Xi nghiép.

Mot xu thé nita 1a hé théng lam thu tuc hang khong cua cidc Hang co thé
duoc dua vao ap dung, diéu nay tac dong 1én hoat dong cta Xi nghiép vé viéc cung
cap ngudn luc that t6t dé c6 thé chiém linh va 1am chu hé théng do.

2.2.2.6. Cac co hdi dbi véi cong ty (O- oporturnities)

- Kinh té dat nuéc phat trién 6n dinh qua cac nam va su 6n dinh chinh tri cta
dat nuéc hap dan dau tu.

- Hang khéng Viét Nam dugc chinh pha quan tdm hd trg dau tu va phat trién
mang bay cung voi chinh sach bau troi mé tao thuan loi cho viée gia nhap thi
truong cua cac Hang hang khong mai.

- Chinh sach thu hat dau tu cua Nha nudc tao thuan loi cho hoat dong kinh
doanh cta cac nudc tai Viét Nam dé dai, nhip do tang truong GDP cua dat nudce 6n
dinh

- Su tang truong trong hoat dong hang khong noéi chung va cia Hang khong

Viét Nam néi riéng dang tiép tuc ting manh.
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- Thu nhép ctia ngudi dan ting dang ké, mang ludi giao thong dudng bo va
duong sat cham phat trién.

- Su gia nhap cac lién minh kinh t& cua Dat nudc,Su tham gia cac lién minh
hang khong cuia Hang khong Viét Nam cho phép hoat dong Hang khong chia sé cac
lgi ich cung nhau.

- C6 mbi quan h¢ ga"ln b6 véi nhiéu khach hang tao sy lién két chit ché véi cac
doi tac.

- Pugc sy quan tdm, hd trg cia Tong cong ty hang khong Viét Nam vé dau tu
phat trién va hop tac song phuong.

- Su phat trién nhanh chéng cuia khoa hoc k¥ thuat va cong nghé.

2.2.2.7. Cic moi de doa doi voi cong ty (T- Threat)

- Sy tri tr¢ cua cac nganh trong viéc tao thuan lgi cho hoat dong dau tu va phat
trién kinh té. Cung cach phuc vu theo thoi quen khong dugc thuong xuyén doi moi,
nang cao.

- Su phan tmg cham chap trudc bién doi ctia moi truong va thi truong.

- Su 18 thudc vao Tong cong ty trong cac hoat dong san xuat kinh doanh.

- To chirc tré nén cong kénh va kém hiéu qua do sir dung khong hop 1y ngudn
lire, chi phi cho hoat dong gian tiép ting cao.

- Su bét binh dang trong khai thac sir dung ngudn lyc chung tai San bay.

- Su thiéu day du, tron ven trong day chuyén phuc vu.

- Ha tang phép 1y chua hoan chinh, cac chinh sach, quy dinh cta phap luat
chua thong nhat, thuong xuyén thay doi, co ché quan 1y con bat cap.

- K¥ thuat cong nghé, trang thiét bi nhanh chong lac hau.

- Su canh tranh gay git vé gia

- Su nhan thac khong dﬁy da ctua ddi ngli can bd nhan vién vé canh tranh, su
xuét hién thém cac d6i thu canh tranh.

- Su bat 6n vé tinh hinh kinh té, chinh tri trong khu vuc va thé giéi.

2.2.3. Ma tréin yéu t6 bén ngoai (EFE):
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Bang 2.3 Ma trin yéu t6 bén ngoai (EFE)

Mirc do ,
TT | Cacyéutd quan Phan Tc?ng
loai diem
trong
1. | Nén kinh té, chinh tri 6n dinh va phat trién 0.1 3 0.3
2. | Chinh sach bao vé san xuat ctia Chinh phu 0.1 4 0.4
Su gia nhap cac hi€p dinh thuong mai chung
> | cta dit nuse 0.08 3024
4. | Su phat trién cta khoa hoc, k¥ thuat 0.1 3 0.3
5. | Quan hé d6i ngoai, dau tu md rong 0.12 3 1036
6. | Chién luoc mé rong thi phan cua doi tha 0.07 4 1028
7. | Ha tang phép 1y chua hoan chinh 0.09 31027
Su tham gia khai thac ctia Hang hang khong
% | moi 0.06 3 /018
9. | Co so ha tdng chua hoan chinh 0.08 3 0.24
10.| Hoat dong cua nganh du lich yéu 0.1 2 02
11. | Sy hd tro ciia Tong Cong ty 0.1 4 0.4
Tong cong 1 3.17

Nouon : Theo Tdc gid

Nhdn xét: Két qua trén cho ta thdy tong sb diém dat dwoc 1a 3.17 trén muc
trung binh 14 0.67, cho thay kha ning phan tng trudc cic yéu td bén ngoai cua Xi
nghié¢p 1a kha tdt trong nd luc theo dudi cac chién luge nham tan dung céac co hdi,
va tranh nhitng méi de doa tir bén ngoai.
2.3. Phéan tich méi trwong bén trong doanh nghiép

2.3.1. Hoat dong cia by phan Marketing

Xi nghiép da chu trong dén hoat dong marketing, hoat dong tim hiéu nhu cau

thi truong, xem xét cac kha nang trién khai dép tng cac yéu cau dich vu ciia khach

hang, tim kiém cac khach hang moi, cac khach hang tiém ning, thuong xuyén tiép
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xuc, trao d6i v6i ngudi cé trong trach cua cac Hang, cic co quan lién quan, tim hiéu
danh gia chat luong san pham cung tmg ciing nhu mong doi ciia khach hang. Tuy
m&i duge thanh 1ap tir thang 2 ndm 2006 nhung bd phan Marketing dd c6 nhiéu két
qua dang khich 16. Hoat dong quang ba thuong hiéu cta Xi nghiép di duoc trién
khai théng qua nhiéu hoat dong dugc khach hang dénh gia cao. Xi nghiép ciing da
dau tu xay dung thanh cong chwong trinh gi6i thiéu vé hoat dong ctia Xi nghiép
thong qua cac hinh anh cuy thé, dé khach hang khi dén vé6i Xi nghiép c¢6 cai nhin
toan canh vé Xi nghiép mot cach dy du va rd rang. Tuy vay hoat dong cta nganh
hang khong mang tinh chat ddc thi va phuc vu mat dat trong nganh hang khong thi
hét strc dic thu, do d6 cong tac marketing d6i voi dich vu phuc vu mét dat cling kho
khin khong kém so voi viée cung tng dich vu cho khach hang. Do d6 can c6 nhimg
chuong trinh dai hoi dé quang ba hinh anh ciia Xi nghiép.
2.3.2. Hoat dong ciia b¢ phan Nhan su

Cung véi sy ting truong manh mé cua Nganh Hang khong va ciia Tong cong
ty hang khong Viét Nam, thoi gian qua Xi nghiép d co su ting truong vé sd luong
trong cac nim qua nham dap tng kip thoi sy phat trién cta thi truong van chuyén
hang khong.

Doi ngii lao dong ctia Xi nghiép c6 359 trinh do dai hoc va cao dang trong
téng s6 1281 nguoi (tinh dén 31thang 12 nam 2006) . Poi ngii nhan vién tryuc tiép
tiép xtc voi hanh khach déu dugc trai qua dot tuyén dung k¥ cang ca vé ngoai hinh
va tri tué ciing nhu dinh hudng nghé nghiép, sau khi tuyén dung, tuy vao vi tri cong
tac ma nhan vién phai trai qua qua trinh dao tao tir 3 dén 5 thang trude khi duge bd
tri cong viéc. Pay la nganh c6 tinh ddc thu va coé tinh k¥ thuat cao, do d6 theo tiéu
chuan khai thac ctia T6 chirc hang khong Thé gigi (ICAO) va Hiép hoi van tai hang
khong qudc té (IATA) thi d6i ngii lao dong truc tiép phai dam bao duoc tiéu chuin
hanh nghé, phai c6 day du cac ching chi nghiép vu chuyén mon theo yéu cau, diéu
nay duoc Xi nghiép thuc hién nghiém tac va day du.

Doi v6i Xi nghiép, d6i ngii lao dong gian tiép va dic biét 1a d6i ngii quan 1y,

giam sat trude khi dugc bd nhiém phai héi du céc ti€u chuan va trai qua céac 16p
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huén luyén tip trung theo dung so d6 dao tao cua Xi nghiép. Qua qua trinh phat
trién cua Xi nghiép cho théy luc Iugng quan 1y cé du nang luc hd trg, diéu hanh tat
ca cac hoat dong kinh doanh dich vu ctua Xi nghiép.

Xi nghiép da xay dung va ap dung thanh cong du an phan tich va danh gia
thuc hién cong viéc di kém chinh sach phan phdi thu nhap, thay thé cho cach dong
vién can bo cong nhan vién trude day va da dat duoc nhitng két qua tét. Viéc thay
d6i cach thirc danh gia va cach phan chia thu nhap theo cac nude tién tién, cho phép
Xi nghi¢p td chuc tét hon cung cach lam viéc cua can bg, nhan vién va nang cao
duogc nang suat lao dong trong don vi.

2.3.3. Hoat dong ciia b phan Tai chinh- ké toan

Xi nghiép 1a don vi hanh toan phu thudc ciia Téng Cong ty hang khong Viét
Nam, thuc hién phuong thirc thanh toan khau trir ndi bo. Toan bo von cua Xi nghiép
do Tong Cong ty cung cap hay diéu chuyén, tat ca cac khoan dau tu 16n thyc hién
theo quy dinh ciia Tong Cong ty, Xi nghiép chi thuc hién viéc chi tra va dau tu
nhimg trang thiét bi theo phan cap va chi phuc vu hoat déng phuc vu bay hang
ngdy. Cuing ndm trong ddy chuyén phuc vu hanh khach ciia Tong cong ty, thoi gian
qua Xi nghiép luon dugc dam bao hoat dong cung cip dich vu cho hanh khach va
khach hang str dung dich vu cua Xi nghiép.

Bang 2.4 : Co cAu von qua cic nim

Don vi tinh : ty dong

Co cau von 2000 | 2001 | 2002 |2003 |[2004 |2005 | 2006
Vén co dinh 73,6 | 6226 | 64,32 52,95 | 62,44 |105,9 |110,5
Von dau tw 18,8 | 6,7 213 |77 28,0 [38,92 | 254
Vén luu dong 235 | 2897 |3541 45,67 |5291 |64,19 | 70,0

Nouébn : TIAGS.2006

2.3.4. Hoat dong ciia bo phan San xuit tic nghi¢p
Vi 6 dich vu hién c6, hoat dong phuc vu hanh khéch di may bay cua Xi
nghiép d3 thyuc sy dong gop dang ké vao day chuyén phuc vu hanh khach. Qua qua

trinh phat trién, cac quy trinh chuyén mon cua ting dich vu duoc quy dinh cu thé,
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dam bao kiém soét dugc toan bd qua trinh phuc vu tai cac khau. Céc trang thiét bi
hién dai nhat luén dugc quan tdm trang bi. Xi nghi¢p thuong xuyén xem xét hoan
thién cac quy trinh phéi hop hoat dong gilta cac phan doan cong viéc, tao nén sy
théng nhét trong ca td chuc, str dung tot nhat nhitng ngudn luc, hop 1y hoa san xuit
nang cao ning suat phuc vu ciing nhu ning cao chét luong dich vu cung tmg cho
khach hang.

Qua theo ddi danh gia diém dénh gia chat lugng ma cac Hang hang khong
diéu tra trén sd hanh khach cua Hang, qua cac nam chi s6 diém vé phuc vu mat dat
déu ting ca vé cac ndi dung vé& chuyén moén va ca vé ndi dung lién quan dén cam
nhan cta hanh khach khi st dung dich vu. Piéu nay cho thdy khich hang co ban
thoa min voi nhitng dich vu ma Xi nghiép dang cung cip. Bén canh d6, qua viéc
tham do sau thang mot 1an d6i voi cac Hang hang khong vé su thoa man chat lugng
dich vu do Xi nghiép cung cip, diém sb thoa mén dich vu ludn ting qua cic nim
(Xem phu luc 5).

Tuy vay hau hét tudi tho cta cac trang thiét bi déu cao va da dén thoi ky hét
khau hao, cac trang thiét bi duoc dau tu theo dot, do d6 viéc hu hong ludn tip trung
theo nhom, mit khac thiét bi chuyén dung cta nganh hang khong thudng cé gia rat
cao, ngan khoan dau tu thiét bi theo timg dot dé thay thé 1a rat 16n nén rat khé dé
bao vé ké hoach dau tu truéc co quan Tong Cong ty trong khi d6 yéu cau dich vu
dbi v6i khach hang ludn duge dé cao khong ngimg, day 1a van dé anh hudng rat 16n
dén cong tac cua Xi nghiép.

Theo danh muc cac phan viéc trong bd hop dong chuin ctua IATA (Xem phu
luc 7) dbi vai phuc vu mat dét c6 nhiéu muc do yéu tb quan ly nha nudc, do phan
quyén giita cac don vi trong Téng cong ty nén Xi nghiép chua duogc thuc hién toan
b0, gdy kho khan cho Xi nghi¢p trong giai thich voi khach hang va khi dam phan
hop dong.

2.3.5. Hoat dong ciia bo phan Quan tri chat hrong
Cung v6i yéu cau nang cao niang luc quan 1y diéu hanh, Xi nghiép da tién

hanh x4y dung hé théng quan 1y chat lugng theo tiéu cuan ISO 9001:2000, hién nay
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Xi nghiép 1a dau mdi ciing Tong cong ty hang khong Viét Nam duoc cdp chimg chi
an toan chét lugng IOSA ciia IATA (Chung chi an toan chat lugng - T6 chirc van tai
hang khong thé gi6i). Dé nang cao ning lyc ciia can bg, nhan vién trong Xi nghiép,
cac sai 161 , khiém khuyét ctia hé théng va yéu kém trong van hanh cta hé théng déu
duoc cac don vi xem xét nghiém tic, c6 danh gia hoat dong khic phuc phong ngira
va cac hanh dong 4p dung déu duoc kiém chimg hiéu qua.

Théng 4 ndm 2006, Xi nghiép da dugc chinh thitc cong nhan 1a thanh vién
ctia IGHC (Hiép hoi cac cong ty phuc vu mit dat - to chirc thanh vién cta IATA),
dtmg trudc nhu cau nang cao chét lugng dich vy, Xi nghi¢p da chu dong thuc hi¢n
chuong trinh do luong vi¢c thyc hién tiéu chuin cung ung dich vu theo AHMS804
ctia IATA, chuén bj tung budc tién toi thue hien AHM600 lién quan dén an toan
trong khai thac dich vu mat dat.

2.3.6. Hoat dong ciia bd phan Nghién ciru va phat trién

Ban Giam d6c d3 c6 nhitng dau tu tim toi manh mé trong cac hoat dong quan
tri, diéu hanh hoat dong san xuét kinh doanh, cac phong ban dugc t6 chirc theo
nghiép vu cu thé khong chong chéo va dan xen. Bén canh d6 hoat dong cua cac don
vi truc tiép con duogc theo ddi, danh gia théng qua hoat dong diéu hanh thudng
xuyén. Hang loat cac bién phap nham thoa mén tSt hon nhu ciu ctia khach hang da
duoc ap dung nhu cung cip mién phi dich vu phuc vu khach tan tat, luu gitr tham
phuc vu khach hang C, cung cp dich vu phuc vu khach thuong gia tron géi.

Trong diéu kién hoat dong phuc vu tai San bay Tan Son Nhéat phat trién
nhanh, Ban Lanh dao da c6 nhitng dong thai manh mé& nhu 13p cac d61 nhom chuyén
phuc vu cho nhém khach hang, trién khai sir dung dong phuc ciia Hang hang khong
khi cung tng dich vu cho Hing d0, tao an tuong tét dep dén hanh khach di may bay
va tao thém cam giac thin thién giita cic bd phan trong day chuyén phuc vu.

2.3.7. Phan tich hoat dong ctiia b¢ phan mua hang:

Ngoai trr mot sb vat phém phuc vu cho hoat dong thong thuong co gia tri

thip dugc mua tr cac nha thau trong nudc, hau hét cac vat tu, phu ting va trang

thiét bi déu phai mua tir nudc ngoai véi cac san pham hop ti€u chuan ky thuat cua to
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chttc IATA. Do d6 hau hét cac vat tu nay déu dat chudn khai thac ctua nganh. Tuy
nhién do phai nhap ngoai (do trong nudc chua c6 co s& nao c6 day dii ching nhan
quy dinh), nén thoi gian dit hang 1au din dén luong vat tu du phong 16n (do du tru
stra chita hu hong phat sinh kip dua thiét bi vao khai thac). Mit khac co cdu trang
thiét bi cia Xi nghiép c6 nhiéu loai, nhidu xuat x nén timg vat tu, thiét bi phai dat
hang theo timg nha san xuit twrong tmg ma khong thé lya chon giai phap thay thé
khac. Mit khac mot sb thiét bi va dich vu dugc thué tir co quan khac, c6 chét lugng
khong twong xing vdi day chuyén phuc vu cua Xi nghiép lam anh huong it nhiéu
dén nang lyc cia Xi nghiép.

Pé ¢6 thé tap trung tdt nguén luc cho viéc thuc hién chién lugc, nhét thiét Xi
nghi¢p chi nén lya chon 1 hoac 2 nha thau nudc ngoai dé cung cép thiét vi va vat tu
nham lam giam sd xuat x{ trang thiét bi, 1am giam vat tu du trit va giam thoi gian
cling nhu chi phi dat hang.

2.3.8. Hoat dong ciia hé thng thong tin trong doanh nghiép

Hién nay Xi nghiép da c6 nhiéu chuong trinh pham mém kiém séat thong tin
phuc vu bay va cac hoat dong khac hét sirc thong dung. Hé théng thong tin ndi bd
duoc xay dung va stir dung hiéu qua, co ché bao céo cu thé va rd rang . Trong nhimg
¢ ging ctia minh, Xi nghiép da thiét ké thanh cong chuong trinh kiém soat tai liéu
ctia hé thong chat luong trén may tinh, lam giam khoi luong tai liéu d6 so va la cach
rat tot dé chuyén tai thong tin dén nguoi lao dong.

Xi nghiép con khong ngimg chii trong xem xét mirc chat luong cung tng cho
khach hang thong qua viéc duy tri chuong trinh tham khao ¥ kién cua khach hang
vé chat lugng dich vu dinh ky 6 thang/lan, thuong ky hop véi dai dién Hang hang
khong dé xem xét cac van dé phat sinh, ban bac phuong cach sira chita cac khuyét
diém cua viéc cung ung dich vu.

Xi nghiép con dugc thira hudong san pham tir kénh thong tin phan hoi trong
ndi bo Tong Cong ty hang khong Viét Nam, ddy 1a nhimg thong tin rat bo ich dé
nang cao chat lugng phuc vu va tim kiém co hoi cai tién.

2.3.9. Nhirng diém manh ciia cong ty (S- Strengths)
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- P01 ngli nhan vién tré hoa, nhanh nhen, dugc dao tao co ban, c6 tinh than
hoc hoi.

- Co cAu t6 chitrc 6n dinh, cac quan h¢ cong viéc cua cac thanh ph'?ln chat ché
va cu thé. Day chuyén san xuit dong bd va van hanh nhip nhang.

- Hé théng trao doi thong tin da dugc hinh thanh va van hanh 6n dinh, c6 hé
thdng trao doi thong tin qua mang dién tir hién dai.

- Cac san pham dich vu ctia don vi 1 nhitng dich vu can thiét , phu hop véi
nhu ciu cta khach hang. Uy tin chit luong san pham, dich vu duoc khach hang
chép nhan,

- Thi phan chiém da sé tai San bay, mirc cung Gng dich vu cao, dap ung tan
suat phuc vu 16n, chat luong dich vu cung tGng ludn 6n dinh va dap tng dugc yéu
cau cua khach hang.

- Hoat dong kiém so4t tai chinh tin cay.

- C6 tham nién lau ndm va kinh nghiém trong cung tng dich vy mat dat.

- C6 mdi quan hé 1am an gan bo v6i nhiéu khach hang

- Ban lanh dao c6 kinh nghiém, trinh d va nang luc quan 1y, c6 tim huyét, co
pham chat dao drc va thich nghi véi kinh té thi trudng.

- C6 hé théng quan 1y chit luong duoc cong nhan

- C6 hé théng danh gia khuyén khich nhan vién van hanh tbt.

2.3.10.Nhirng diém yéu ciia cong ty (W- Weakness)

- Lé thudc Tong cong ty vé von, dau tu.

- Thiét bi ¢6 tudi tho trung binh cao cham dugc thay thé.

- Gia phuc vu bi gidi han boi Téng cong ty, kém linh hoat.

- Hoat dong marketing con yéu, chua xtng tim. Hoat dong nghién ctru phat

trién chua dugc chu trong ding mic.

- Chua chu dong trong quan hé va lam dbi tac trung gian hop dong chuan.

- L& 16i 1am viéc cua cac don vi chua twong xtng voi nhau, chua phu hop.

- Trinh d6 quan 1y ctia mot bd phan can bo con thap.

- Chinh sach thu nhap kém hap din.
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2.3.11.  Ma trin cac yéu té ndi bd (IFE)
Bang 2.5: Ma trin yéu t6 bén trong (IFE)

Murc do ,
TT |Céc yéu td quan trong Phan T6r71g
., |loai |diém
cua yeu to
| Dich vu ctia Xi nghiép dap tmg day du yéu cau
cua khach hang 0.1 3 0.3
5 Dich vu cua Xi nghi¢p da tao dugc uy tin trén thi
truong 0.12 4 0.48
Hé théng quan tri chat luong dat tiéu chuan ISO
> 9001:2000 va IOSA 0.05 3 0.15
4. |Hé théng thong tin da duogc dién toan hoa 0.05 4 0.2
5. |C6 mdi quan hé tét v6i khach hang 0.08 4 | 0.32
6. |Thiét bi ¢6 tudi tho cao 0.07 3 | 0.21
Co céu chiu chi phdi cua Tong cong ty Hang
k khong Viét Nam 0.06 3 | 0.18
8. |P0i ngli nhan vién dugc dao tao co ban 0.1 4 0.4
9. |Dich vu hd trg huéng dén khach hang 0.07 3 0.21
. Ban giam doc c6 nang luc, trinh d6 chuyén mén
cao 0.1 3 0.3
11. |Tai chinh lanh manh, kha ning tai chinh t6t 0.05 3 0.15
12. |Chuong trinh quang ba tdt 0.05 2 0.1
13. [D6i ngil quan 1y chua dap ung tot yéu cau 0.05 3 0.15
14. |Dich vu chua tron goi 0.05 2 0.10
Tong sd 1 3.25

Neuon : Theo Tdc gid
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Nhdn xét: Két qua trén cho ta thdy tong sé diém dat dugc 1a 3.25 trén muc trung
binh 13 0.75 cho thdy cac yéu t6 bén trong cua Xi nghiép 1a kha tdt, tuy nhién dich
vu chua tron goi theo bd hop dong chuan nén van cé nhiing bat loi cho Xi nghiép
khi tiép xtic voi khach hang méi.

Tém tit chwong 2

Kinh té Viét nam trong thdi gian qua c6 su ting trudng t6t, Nha nudc ta da
xay dung tot hanh lang phéap 1y ciing nhu c6 nhiéu bién phap manh mé dam bao an
ninh, an toan, khuyén khich du tu. Vi nén van hién 1au doi cung truyén thong hiéu
khéch va than thién, Viét Nam ludn la diém dén an toan va 1a déi tac tin cay cua cac
nude va cac to chirc qudc té.

Su ra doi cua don vi cung cép dich vu mat dit tuong tu da mang lai cho Xi
nghiép hang loat nhiing kho khan. Trong khi co quan quan ly hoat dong tai San bay
l1a don vi thyc hién churc trach theo luat dinh khong phai 1a don vi dich vu nén viée
phuc vu hanh khach di may bay ludn gip nhiing tré ngai nhat dinh lam anh huéng
két qua hoat dong phuc vu hanh khéch .

Tuy vay, Xi nghiép da chua trong dén cac hoat dong trong ndi by, doi ngii
nhan vién duoc dio tao day du va co hé thdng danh gia thuc hién cong viée tdt co
thé kiém soat tot viec cung tng dich vu ctia don vi. Xi nghi¢p cé su dau tu ky cho
tuong lai .

Sy phan tich thau ddo moi trudng bén ngoai va bén trong cia Xi nghiép da
cho chiing ta thay rd hon nhimng co hdi va thach thirc ma Xi nghiép dang phai dbi
dién cling nhu nhirg diém manh, yéu ma Xi nghiép dang c6. Pong thdi qua cac
bang EFE va IFE chung ta thdy mirc phan tng ciing nhu kha ning phan mg ctia Xi
nghiép d6i voi cac yéu to anh hudng.

Hoat dong cung tmg dich vu mit dat hang khong ludn 13 mot phan trong day
chuyén phuc vy hanh khach di may bay va do d6 luén anh huéng dén viéc thoa méan
nhu cau dich vu cta khach hang. Su 1ién h¢ chat ché gitra khai thac bay va khai thac
mit dat ludn mang lai nhiéu co hoi va thach thic nhung ludn 1a nhitng tin hi¢u do

luong cac doi tac tin cdy.
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Chuong 3

CHIEN LUQC KINH DOANH CUA Xi NGHIEP THUONG MAI
MAT PAT TAN SON NHAT PEN NAM 2015

3.1. Muc tiéu phat trién ciia Xi nghiép thwong mai mit dat TAn Son Nhit dén
nam 2015
3.1.1. Muc tiéu tong quat:

Xay dung Xi nghiép thanh don vi cung trng dich vu mat dat hang dau tai Viét
Nam va khu vue, luén dan diu vé muc thoa mén chét lugng dich vu cung ung cho
khach hang, giit vitng thi phan va khong ngimg gianh thém khach hang méi. Gitr
vitng muc tiéu phuc vu an toan - dung gid' cho cic chuyén bay di va dén San bay
Tan Son Nhét. Phat trién d6i ngil nhan vién lanh nghé c¢6 k¥ ning chuyén mén cao,
dodi ngii quan 1y viirng manh, di nang lyc phuc vu dich vu mét dét cho tt ca cac nhu
cau cua khach hang.

3.1.2. Muc tiéu cu thé:

Cung ung dich vu phuc vu trén 14 triéu hanh khach di may bay v&i khoang
90.000 luot chuyén bay/niam vao nam 2015, dam bao cung tng trén 75% thi phan
dich vu mat dat cho cac Hang hang khong tai San bay Tan Son Nhat. Doanh thu tir
phuc vu trir Vietnam airlines ting 6% dén 7,3% /nim du dap Gng nhu cau ting
truong ctia hoat dong hang khong tir 12% dén 16% hang nam.

3.1.3. Quan diém xay dung giai phap

Quan diém I: Phat huy diém manh, khéc phuc diém yéu trong hoat dong
kinh doanh ctia Xi nghiép thuong mai mit dat TAn Son Nhat.

Quan diém2: Nam bit co hoi, vuot qua thach thic trong hoat dong kinh
doanh ciia Xi nghiép khi Viét Nam da gia nhap T6 chuc thuong mai thé gidi
(WTO).

Quan diém 3: Phii hop vé6i chién luoc phat trién cua Tong Cong ty hang
khong Viét Nam dén nam 2015.
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Cin cir xay dung chién luge (Ma trin SWOT)

Tir két qua phan tich ¢ chuong 2 ta ¢6 ma tran SWOT nhu sau

Béang 3.1 Ma tran SWOT

SWOT

Cac co hoi (O)

1.Thi truong tang truong
cao.

2.C6 sy quan tdm dau tu
cua Nha nudc, co quan
chu quan.

3.Khoa hogc, cong ngh¢
phat trién vuot bac.

4. Thu nhap cua cu dan

trong nudc tang lén.
5.Pau tu nudc ngoai ting

6.Su Oon dinh chinh tri va
an ninh xa hdi cua dat

nudc tot

7.Khach hang tham gia

cac lién minh.

Cac de doa (T)

1.Su tri tré, cham doi
mai cia cac nganh.

2.HO tro, bao hd cua
Nha nuée giam dan

3.Su 1€ thudc cao vao
Tong cong ty

4.Gia nhién liéu bién
dong, gid thué mat
bang ting

5.Tinh hinh kinh t& —
chinh tr1 — xa hoi trén
thé giGi phirc tap.

nhanh

chong bi lac hau.

6.Cong nghé

7.Cac ddi tuong canh
tranh tiém ning tham
nhép thi truong

thé
dai cho cac Hang .
dung dich vu.
ban séc riéng.
trg day du.

b6 v6i nghé nghiép

Cac diém manh (S) — vu
1.Co lich st phuc vu lau
2.C6 nhiéu khach hang sir
3.Phong cach phuc vu cé
4.Co dich vu dong bo, hd
5.D6i ngii nhan vién gin

6.Hoat dong c6 hi¢u qua

va luon hudéng dén

Két hop S-O

Si, Sz, S3, Sy S5, S6Ss
,58,S9 + 01, Oy, O3, Os, O,
Oy

Phat huy uu thé dé tao su

but pha vé dich vu =>

Chién hrge phat trién thi

truong
S2,54,S5,S¢+ Oy, O3 Os,

Dau tu nghién ctru va trién
khai cac dich vu méi dap
tmg yéu cau cua khach
hang => Chién lwgc phat

trién san pham méi.

Két hop S-T

S1, S2, S3, Sa, Ss, Se, S,
Sg, So + Ty, Ty,
T3,T4Ts, T Ty,

Nang cao nang luc phuc
vu va chét lugc dich vu
cung ung cho khach
hang, => Chién luwoc
khac biét
pham.

S1, S3,85, S, + Ty, Ts
Lién két véi cac don vi

hoa san

cung Ung dich vu khac
nhau tao nén dich vu
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khach hang.

7.Hoat dong kiém soat tai
chinh tin cay

8.H¢ théng chat luong
dugc cong nhan

9.H¢ thong danh gia dong

S3,S5.S9+ Oy, 03,05

Pau tu phat trién ngudn
nhan lyc tiép cin céc
thanh tyu khoa hoc dap
tmg yéu cau cua khach
hang => Chién hrge hoi

hoan hao => Chién lwoc
da dang ho4 lién két.
S4,S6, S7, Sg, + T4, Ts, T,
T,

Tap trung dao tao nhan
vién s dung tot ning

vién tot nhép veé phia trudc. lyc hién cd, ting cuong
hoat dong tim hiéu don
dau nhu cdu cua khach
hang=> Chién lwoc
phit trién san pham
maoi .
Cac diém yéu (W) Két hop W-0O Két hop W-T
1.Von, tai san, dau tu phu| W;,W,, W3, + 0,,0,, O3,|W,, Wy+T,, Ts

thudc cong ty me.

2.Trang thiét phuc vu mat
dat co tudi tho 16m.

3.Khong chu dong vé dia
ban, diéu kién lam viéc.

4.Chinh sach gia kém hap
dan

5.Hoat dong nghién cuu
va phat trién, tiép thi
yéu.

6.L& 16i lam viéc chua
d6ng bo, cham thay doi

7.Thu nhap kém hip dan

O4

Tang cudng ngan sach dau
tu moi trang thiét bi hop
ly => Chién lwge dau tw
ddi méi thiét bi.

W3, W5, W; + 04,0, Os,
O4

Pau tu nghién ctu nhu
cau cia khach hang va
taing cuong hoat dong
chim soc khach hang, dé
tiép tuc mo rdng thi
truong => Chién lwgc
phit trién thi truong.
W3, Ws,W7; + 01,05, Os,
O4

Tim céch kiém soat nguon
cung cdp dam bao chu
dong vé gia => Chién
lwoc hdi nhap vé phia
sau.

Cung g thém céac dich
vu thiét yéu phat sinh =>
chién lwgc phat trién
san pham méi.

W3, Ws, W7+ T,T;,Ts
Thudng xuyén to chuc
bdi dudng tay nghé cho
nhan vién va trinh do
quan ly khai thac cho
can bd quan 1y cac cip
=> Chién lwgc phat
trién ngudn nhén lwc.
W1,W, W3+ Ty, T, T,
Hop tac voi cac don vi
dé cung ung dich vu tron
ven dé 1am giam céc kho
khian => Chién lugc hji
nhip ngang.
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Qua ma tran SWOT trén ta thiy c6 timg nhom chién luge cho cac su két hop

nhu sau

- Nhoém chién luge két hop S-O bao gom

1) Phat trién thi trudng
2) Phét trién san pham moi

3) Hoi nhap vé phia trude

- Nhém chién lwgc két hop S-T bao gom

1) Khéc biét hoa san pham
2) Pa dang hoa lién két

3) Phat trién san pham méi

- Nhém chién lugce két hgp W-O bao gom

1) Pau tu doi mai thiét b
2) Phat trién thi truong

3) Hoi nhap vé phia sau

- Nhoém chién lwge két hop W-T bao gom

1) Phét trién san phAm moi

2) Phaét trién ngudn nhan lyc

3) Ho1 nhép ngang
3.3. Lua chon chién lwgc (Ma trin QSPM)
3.3.1. Lura chon chién lrge théng qua ma trian QSPM cho nhém S-O
Bang 3.2 Ma tran QSPM cho nhém S-O
Céac Yéu to Phan | Céc chién lugc c6 thé thay thé Co s0|
loai | Phat Phat trién | Hoi nhdp | cua
trién thi | san phdm | v& phia | s6
truong | méi trudc diém
AS|TAS| AS [ TAS| AS | TAS | hép
dan
Cac yéu t6 bén trong
1. Dich vu cua Xi nghi¢p 3 4 12 | 4| 12 | 3 9
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dap ung day du yéu cau cua

khach hang

2. Dich vu cua Xi nghié¢p da

tao dugc uy tin trén thi 12 16 16
truong
3. Hé thong quan tri chat
luong dat tiéu chuan ISO 12 12 16
9001:2000 va IOSA
4. Hé thong thong tin da
12 12 12
duoc dién toan hoa
5. C6 mbi quan hé t6t voi
12 12 9
khach hang
6. Thiét bi c6 tudi tho cao 9 9 9
7. Co cau chiu chi phdi cta
. 9 6 6
Tong cong ty
8. Bo1 ngli nhan vién dugc
16 16 16
dao tao co ban
9. Dich vu hd trg hudng dén
9 9 9
khéch hang
10. Ban giam doc c6 ning
luc, trinh d§ chuyén mén 12 12 12
cao
11. Tai chinh lanh manh,
, 4 6 6
kha néng tai chinh tot
12. Chuong trinh quang ba
’ g quang 3 3 3
tot
13. Bdi ngli quan ly chua
01 ngu q y 4 4 4

dap Gmg tot yéu cau




58

14. Dich vu chua tron goi 9 9 6
Cac yéu td bén ngoai
15. Nén kinh té, chinh tri 6n
) 16 16 16
dinh va phat trién
16. Chinh sach bao v¢€ san
. 9 9 9
xuat cia Chinh phu
17. Sy gia nhép cac hiép
dinh thuong mai chung cua 9 9 12
dat nudc
18. Su phat trién cua khoa
. 8 12 12
hoc, k¥ thuat trén thé gidi
19. Quan hé ddi ngoai, dau
Q ' 8% 16 16 12
tu mo rong
20. Chién luge md rong thi
N . 9 12 9
phan cua doi thu
21. Hé thong phép 1y chua
: g phap ly 9 12 3
hoan chinh
22. Sy tham gia khai thac
‘ 8 6 4
ctia Hang hang khong méi
23. Co so ha tang chua hoan
2 2 3
chinh
24. Hoat dong ctuia nganh du
_ . 6 8 8
lich yéu
25. Su ho trg cta Téng
9 9 6
Cong ty
Cong tong s6 diém ha
e ong P 236 249 227

dan

AS- S6 diém hdp dan, TAS- Tong sé diém hap dan

Neuon : Theo Tdc gid




Nhén xét : Qua phén tich ma train QSPM ctia nhdm S-O ta thiy chién lwgc phat

trién san phim méi c6 tong sé diém hip dan (TAS) 1a 249 trong khi chién

lwgc phat trién thi truong co6 TAS 1a 236 do d6 trong giai doan nay Xi nghiép

nén tap trung cho chién lwge phat trién san pham méi trong dai han va chién

lwgc phit trién thi trwdmg trong ngan han.

3.3.2. Lua chon chién lwgc thong qua ma tran QSPM cho nhém S-T
Béang 3.3 Ma tran QSPM cho nhom S-T
Céac Yéu to Phan | Céc chién lugc c6 thé thay thé Co s0|
loai | Khac Pa dang | Phat trién | clia
biét hod | hoa lién | san phim | sd
san két maoi diém
pham hap
AS| TAS| AS | TAS| AS | TAS | dan
Cac yéu td bén trong
1. Dich vu cua Xi nghi¢p
dap tmg ddy diyéucaucua | 3 |4 | 12 |3 | 9 | 3| 9
khéch hang
2. Dich vu cua Xi nghiép da
tao dugc uy tin trén thi 4 4 16 | 3 12 | 3 12
truong
3. Hé thong quan trj chat
luong dat tiéu chudn ISO 4 4116 | 4|16 | 4| 16
9001:2000 va IOSA
4. H¢ th'c?ng thong tin da 4 3 2l3lnls 12
duoc dién toan hoa
5. C6 mbi quan hé t6t voi
3 4 112 | 4|12 | 4| 12
khéch hang
6. Thiét bi c6 tudi tho cao 3 /319 (26 |2]6
7. C? cauAchlu chi phoi cua 3 3 9 ) 6 3 9
Tong cong ty
8. D61 ngii nhan vién dugc 4 4 6 | al 16 4 16
dao tao co ban
9. Dich vu ho trg huong dén 3 4 2 |3 9 3 9
khach hang
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10. Ban giam doc c6 ning

lyc, trinh d§ chuyén mén 16 12 12
cao
11. Tai chinh lanh manh, 6 6 6
kha ning tai chinh tot
12. Ch inh quang b3
; uvong trinh quang ba 2 3 o)
tot
13. Bdi ngii quan ly chua 6 6 6
dap tmg tt yéu cau
14. Dich vu chua tron goi 9 12 12
Cic yéu to bén ngoai
1 . X . X ’ A
5 .Nen th’te, .cthh tr1 6n 12 12 12
dinh va phat trién
16. Chinh sach bao v¢ san
K, o p 5 6 6 ?
xuat cua Chinh phu
17. Su gia nhap cac hiép
dinh thuong mai chung 9 12 9
cta dit nudc
18. Su pflat trAlen i:ua kA’ho'a, | 12 12 12
hoc, k¥ thuét trén thé gioi
1 . ~ 2 X° . A
9 Qua}n }1@ doi ngoai, dau 12 16 12
tu mo rong
20. Chién 1 5 rong thi
T i 6 g 2 ]3]0 2
phan cua doi thu
21. Hé thong phép ly chua 6 6 3
hoan chinh
22. Su tham gia khai thac 6 6 6
cua Hang hang khong mai
23. Cosé ha téng chua hoan
: 3 3 3
chinh
24. Hoat dong cua nga
| oaA dong cua nganh du 4 4 4
lich yéu
25. Su hd trg ciia TS
A u ho trg ciia Tong 6 9 9
Cong ty
Co ¢ z z d.:: h'{
ong tong so diem hap 241 232 224

dan
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Neuon : Theo Tac gid

Nhén xét : Qua phén tich ma trin QSPM ctia nhém S-T ta thay chién lwgc khac
biét hoa san pham c6 tong s6 diém hap dan (TAS) 1a 241 trong khi chién lwgc
da dang ho3 lién két co TAS 1a 232 do d6 trong giai doan nay Xi nghiép nén
tap trung cho chién lwge khac biét hoa san pham trong dai han va chién lwgc
da dang hoa lién két trong ngan han.

3.3.3. Luwa chon chién hrge thong qua ma tran QSPM cho nhém W-O
Béang 3.4: Ma tran QSPM cho nhom W-O

Céc Yéu to Phan | Cac chién lugc co thé thay thé Co s0|

loai |Pau tu | Phat trién | HOi nhép | cia
d6i moi | thi vé phia | s0
thiétbi |truong | sau. diém

AS[TAS| AS [ TAS| AS[ TAS | hip

Cic yéu to bén trong

1. Dich vu cua Xi nghi¢p
dap tmg ddy diyéucaucua | 3 |3 | 9 |3 | 9 | 3| 9
khéch hang

2. Dich vu cua Xi nghié¢p da
tao dugc uy tin trén thi 4 3 12 | 3 12 | 3 12

truong

3. Hé thong quan tri chat
luong dat tiéu chuan ISO 4 |3 12 |2] 8 | 3] 12
9001:2000 va IOSA

4. Hé thong thong tin da

duoc dién toan hoa

5. C6 mbi quan hé t6t voi
khach hang
6. Thiét bi c6 tudi tho cao 3 411212116 |3 9
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7. Co cau chiu chi phoi cua

. 9 6 6
ToOng cong ty
8. Bo1 ngli nhan vién dugc
16 12 12
dao tao co ban
9. Dich vu ho trg huong dén
9 12 9
khach hang
10. Ban giam ddc c6 niang
lyc, trinh 6 chuyén mon 12 16 16
cao
11. Tai chinh lanh manh,
, 6 4 4
kha néng tai chinh tot
12. Chuong trinh quang ba
’ g quang 5 3 )
tot
13. DPoi ngli quan 1y chua
. . 6 8 6
dap ung tot yéu cau
14. Dich vu chua tron goi 9 6 6
Cac yéu td bén ngoai
15. Nén kinh té, chinh tri 6n
, 12 12 12
dinh va phat trién
16. Chinh sach bao v¢€ san
. 9 9 9
xuat ciia Chinh phu
17. Sy gia nhép cac hiép
dinh thuong mai chung cua 12 12 9
dat nudc
18. Sy phat trién cua khoa
, 16 12 8
hoc, k¥ thuat trén thé gidi
19. Quan hé ddi ngoai, dau
Q ' 80¢ 12 12 12

tu mo rong
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20. Chién lugc md rong thi

phan cua dbi thu

21. Hé thong phép 1y chua

hoan chinh

22. Sy tham gia khai thac

cua Hang hang khong méi

23. Co so ha tang chua hoan
chinh

24. Hoat dong cua nganh du
lich yéu

25. Sy hd trg ciia Tong

Cong ty

Cong tong s6 diém ha
~' & . P 238 229 212
dan

Nouén : Theo Tac gid

Nhén xét : Qua phén tich ma trdin QSPM ctia nhém W-O ta thdy chién lwge diu
tw doi méi thiét bi co tong sd diém hap din (TAS) 1a 238 trong khi chién lrge
phit trién thi trwomg c6 TAS 1a 229 do d6 trong giai doan nay Xi nghiép nén
tap trung cho chién lwoc diu tw ddi méi thiét bi trong dai han va chién lwoc
phit trién thi trwdong trong ngan han.

3.34. Lura chon chién lwge thong qua ma tran QSPM cho nhém W-T
Bang 3.5 Ma tran QSPM cho nhém W-T

Céac Yéu to Phan | Céc chién lugc c6 thé thay thé Co s0

loai | Phat trién| Phat trién | HOi nhap | cia
san pham nguon ngang sO
moi nhan luc diem

AS|TAS| AS [ TAS| AS | TAS | hap

Cac yéu té bén trong
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1. Dich vu cua Xi nghiép

dap ng day du yéu cau cia 12 9 9
khach hang
2. Dich vu cua Xi nghi¢p
da tao dugc uy tin trén thi 16 16 12
truong
3. Hé thong quan trj chat
lwong dat tiéu chuan ISO 12 12 12
9001:2000 va IOSA
4. Hé thong thong tin da
) 8 16 12
duoc dién toan hoa
5. Co6 mbi quan hé t6t voi
9 9 9
khéch hang
6. Thiét bi ¢6 tudi tho cao 6 9 3
7. Co cau chiu chi phéi cia
. 9 9 6
Tong cong ty
8. Do1 ngli nhéan vién dugc
12 16 12
dao tao co ban
9. Dich vu hd trg huéng
. 9 9 9
dén khach hang
10. Ban giam doc c6 ning
luc, trinh d¢ chuyén mén 12 12 16
cao
11.Tai chinh lanh manh,
_ , 4 6 4
kha nang tai chinh tot
12. Chuong trinh quang ba
, g quang ) 3 )
tot
13. D41 ngli quan ly chua
1 ngu q y 6 g 6

dap Gng tt yéu cau
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14. Dich vy chua tron goi 3 9 9 12
Cac yéu td bén ngoai
15.Nén kinh té, chinh trj on
. 3 12 12 12
dinh va phat trién
16. Chinh sach bao vé san
, 2 6 9 12
xuat cua Chinh phu
17. Sy gia nhap cac hiép
dinh thuvong mai chung 3 9 9 9
ctia dat nudc
18. Su phat trién cta khoa
, 3 12 16 16
hoc, k¥ thuat trén thé gidi
19.Quan hé doi ngoai, dau
3 12 12 12
te mo rong
20. Chién lugc md rong thi
. . 3 9 12 12
phan cua doi thu
21.Hé thong phap 1y chua
s g phap ly ) 6 9 6
hoan chinh
22. Sy tham gia khai thac
2 4 6 4
cuia Hang hang khong mai
23.Co s6 ha tang chwa hoan
2 2 4 2
chinh
24.Hoat dong cuia nganh du
' , 3 6 4 6
lich yéu
25.Su ho trg cia Téng
3 9 9 6
Cong ty
Cong tong so diém ha
N 5 TON8 P 213 245 221
dan

Nouon : Theo Tdc gid
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Nhén xét : Qua phan tich ma train QSPM ctia nhom W-T ta thiy chién lwogc

phit trién ngudn nhén lre c6 tong s6 diém hip dan (TAS) 13 245 trong khi chién

lwge hoi nhap ngang co6 TAS la 221, do d6 trong giai doan nay Xi nghi€p nén tap

trung cho chién lwgc phat trién ngudn nhan lre trong dai han va chién lwgc hoi

nhap ngang trong ngan han.

3.4.

Giai phap thue hién chién hrgc

34.1. Nhém giai phap phat huy diém manh

1) Hoat dong theo tiéu chi vé dich vu mdt ddt ciia cdc san bay quoc té:

2)

Xi nghiép phai tap trung khong ngimg nang cao chét luong phuc vu. T chirc
tham quan hoc tap, so sanh cong tac phuc vu mét dét tai Tan Son Nhat véi cac
sin bay co chit luong phuc vu cao nhu San bay qudc té Hong Kong,
Singapore, Chard De Gaule (Phap), Franfurt (Lién bang Duc)... bén canh do
thong qua viéc tham do ¥ kién khach hang hang ky dang gia mtrc thoa man su
mong doi ctia khach hang dé tim kiém thém co hoi d6i méi chat lugng dich vu
cung ung.

Quan tam dén nhém khdch hang c¢é nhu cau chdt liong dich vu cao:

Véi lugng khach hang 16n, tp trung 1am ting chat lugng dich vu ctia nhom
khach hang c6 tiéu chuan cao trudc, tap trung dap Gng tiéu chuin hoa cho cac
lién minh hang khong nhu One World, Star Alliance, Sky Team dam bao céac
Hang hang khong thudc timg lién minh dugc phuc vu véi chat luong nhu nhau
dap tmg yéu cau san pham dich vu twong xtimg. Bang viéc t6 chirc huan luyén,
dao tao va phd cép san pham cua khach hang dén timg can b nhan vién, gin
trach nhi€ém c& nhan nhan vién trong viéc truc tiép cung tng dich vu cho khach

hang.

3) Phat huy hiéu qua ciia hé thong quan Iy chat heong theo tiéu chudn ISO

Giit vitng va nang cao hé thong quan 1y chat lugng, boi dudng cho ddi ngii can
bd, nhan vién thudng xuyén vé dinh hudng chat luong va nguyén tic van hanh

ctia hé thong chéat luong, thong qua cic phuong tién danh gia cta hé thong



4)

5)
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quan tri an toan chat luong kiém soat viéc tuan thu, van hanh cua hé théng va
tinh hiéu lyc ctia hé thong.

Hoan thién cong tac danh gid khuyén khich nhén vién

Tiép tuc trién khai, 1am méi hé théng danh gia khuyén khich nhan vién, xem
xét diéu chinh tiéu chi danh gia cho phu hop hon véi hoan canh thuc té, bdi
dudng k¥ ning danh gia cho can bo quan 1y, dam bao thau sudt cic nguyén tic
co ban cua danh gia va thong qua danh gia tao diéu kién cho ngudi duoc danh
gia ¢ dinh huéng hoan thién va phat trién ban than minh.

Tang cuong cong tdc dao tgo nhan vién va can bo quan ly

Ban lanh dao phai dau tu stc luc phat trién doi ngili nhan vién manh vé chit,
vitng vé tinh than, thong qua viéc to chirc cac chuong trinh dao tao, huin
luyén, héi thi, tham quan hoc hoi dé nguoi nhan vién cé sy nhan thic t6t hon
vé trach nhiém c4 nhin va nhitng diém yéu ton tai ma can phai nhanh chéng
hoan thién. Tiép tuc hoan thién cong tac tuyén dung, ddo tao nhan vién khong
chi giéi vé chuyén mon, ma can phai am hiéu vin hod cua khach hang nham
dap tmg yéu cau ngdy cang cao cua khach hang trong bdi canh dat nudc tham
gia ngay cang nhiéu hoat dong thuong mai thé gidi. Tap trung lam tot cong tac
bo nhiém va bd tri can bo, chuin hoa doi ngil can bo dé thuc su thau hiéu duoc
nhu ciu cta khich hang cling nhu kha ning dong vién, khuyén khich nhan

vién.

3.4.2. Nhém giai phap khic phuc diém yéu

1)

2)

Hoan thién hoat dong cua bo phan Marketing

Tap trung nang cip hoat dong bd phan marketing, quan tdm nhiéu hon danh
gia cua khach hang ddi voi chat luong dich vu dugc cung ung, phan tich, so
sanh chét luong dich vu ctia don vi voi ddi thu canh tranh dé c6 su diéu chinh
hay thay doi thich dang san pham dich vu ctia minh, thim do khach hang nhu
cau str dung nhitng san pham dich vu méi.

Pdy manh dau tw thiét bi c¢é chdt lwong
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Tap trung xay dung cac du an dau tu thiét bi méi dam bao du co sb thiét bi va
thay thé cac thiét bi cii dé co thé dap ung dugc tét toe do ting truong 10-12%
s6 chuyén bay hang niam. Pong thoi xem xét giam sd Hang cung cap trang
thiét bi, dam bao cac thiét bi sir dung c6 cung quy tic st dung nhu nhau khong
gdy nham 1an cho nguoi thao tac, diéu khién dam bao an toan trong khi tiép

can, phuc vu chuyén bay.

3) Xdy dung biéu gia dich vu linh hoat

4)

5)

6)

X4y dung trinh Tong cong ty phé duyét biéu gia phuc vu mit dat linh hoat
hon, trao cho Xi nghiép khoang gia rong hon dé co thé thuong thao voi khach
hang t&t hon nhét 13 d6i v6i nhitng khach hang méi. C6 thé tinh gia cho timg
dich vu dé khach hang c6 thé lya chon dich vu muébn st dung trong diéu kién
thue té cta khach hang.

Chuyén nghiép hod cac cong doan trong quy trinh dich vu

Xiét chat hon nita viéc chap hanh cic quy dinh tai don vi, ting budc chuyén
nghiép hoa ting cong doan coéng viéc tién téi chuyén nghiép hoa ca day
chuyén phuc vu. Boi dudng k¥ ning thuc hanh ctia nhan vién, 4p dung céc
chinh sach phuc vu cua timg khach hang cho nhém nhan vién truc tiép phuc
vu, tién t6i xay dung chuan muc cao hon cta xi nghiép trong cung tmg dich vu
cho khéach hang.

Chui dong trong dam phdn cdc hop dong dich vu

Xtc tién dam phan voi cac don vi cung ung mot phan dich vy trong day
chuyén phuc vu hanh khach, ky két cac hop déng phu vé cung cip xing dau
cho chuyén bay, cung cp dich vu béo tri, bao dudng may bay, cung cap phong
doi cho khach hang nhit va cung cip xe chd khach tir nha ga ra méy
bay...thong qua hop ddng phuc vu mit dat chuin cia IATA dé qua trinh tiép
xuc, ky két hop dong va dam bao chat lwong dich vu véi khach hang méi dugc
thuong thao truc tiép mot lan.

Ndng cao trinh d¢ giao tiép tiéng Anh va kha néang xi Iy ciia can bo
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Bén canh cac nhén vién truc tiép phuc vu hanh khach néi duoc tiéng Anh thi
phai co ké hoach bdi dudng, thay thé dé can bd ctiia mot s6 bd phan khong truc
tiép tiép xtic voi hanh khach nhung c6 lién hé voi khach hang phai néi dugc
tiéng Anh dé tao cho qua trinh trao d6i théng tin nhanh chéng giita khach hang
1a dai dién Hang hang khong véi don vi trude cac yéu cau dich vu. Tép trung
bdi dudng k¥ ning xtr Iy cac van dé trong phuc vu cho can bo truc, cing véi
d6 1a guri cac co s& bén ngoai dao tao cho dodi ngii can bd nhimg ky ning can
thiét trong quan ly, tao cho ho co6 du kién thtc dé thuc sy tu tin trong diéu
hanh, quan 1y hoat dong cua don vi minh.

7) Xay dung phwong an quy luwong hop ly
X4ay dyng phuong an trinh Tong cong ty thdng nhat hinh thuc chi tra qiiy
luong hang ndm cho ngudi lao dong thay cho hang quy nhu hién nay, trén co
s& do xac dinh murc thu nhap thuong xuyén cia nhan vién hang thang tao nén
su an tAm chic chin cua ngudi lao dong vé thu nhép .

3.4.3. Nhém giai phap nim bit co hdi

1) Nhanh chéng dp dung cong nghé tién tién
Tiép thu nhirng thanh tuu khoa hoc k¥ thuat, dau tu ap dung nhitng cong nghé
moi trong nganh hang khong. Pap tmg nhiing thay ddi trong phuc vu va di lai
cua nganh hang khong, 1am cho nang luc phuc vu cia Xi nghiép duoc tang 1én,
tao diéu kién dé hanh khach c6 thé tham gia vao tién trinh phuc vu cua Xi
nghiép tao nén su lién két than thién gitta phia phuc vu va phia duoc phuc vu.
Sy twong tac nay dap ung dugc cac yéu cdu quan 1y cua nha chuc trach dia
phuong, gitp cho hanh khach khong phai ton chi phi dé thyc hién hanh trinh
néu gidy to khong diy du, ma con giap cho Hang hang khong tranh duoc
nhirng khoan phat do chuyén ché hanh khach khong hop 1€.

2) Xay dwng khu vue phuc vu déi véi nhém khdch hang ¢é nhu cau cao
Pau tu mé rong khu vire 1am viée, nang cao kha ning phuc vu cua Xi nghiép
da dap ung nhu cau di lai cao ctia hanh khéach, don dau cac xu thé di lai cua

nguoi dan. Xay dung cac khu vuc phuc vu khach ¢6 nhu cau cao voi phong



3)
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cach khac biét, cung cép cho hanh khach nhiing tién nghi vugt tr1 so vai hanh
khach khac, trudc mét tap trung phuc vu cho Hang khong Viét nam va mé
rong phuc vu cho cadc Hang khac.

Néng cao nghiép vu ciia nhén vién dép g yéu cau ciia cic Hang

Xay dung ddi ngii nhan vién chuyén phuc vu cho Hang nham hiéu biét tot
chinh sach phuc vu cua Hang, trién khai viéc ap dung hé théng lam thu tuc cua
cac Hang hang khong theo chuyén bay ctua Hang, tao thuan loi cho khach hang
di may bay c6 nhiéu ching trén nhiéu hanh trinh khong phai lam thu tuc hang
khong nhiéu lan, d@)ng thoi dap ung dugc yéu cau bao mat hoat dong khai thac
ctia cac Hang, va tao chu dong cho cac Hang khi cung cap cac san pham riéng
biét cho khach hang ctia minh.

Trién khai rong rai trong to chirc vé gia tri cua khach hang khi tham gia cac
lién minh hang khong, thong qua hoat dong phd bién kién thirc va tim hiéu vé
cac lién minh nay giup cho nhan vién thau hiéu tim quan trong cia cac lién

minh dén sy hung thinh cua Xi nghiép.

3.44. Nhom giai phap vugt qua thach thiac

1)

2)

Thay d6i mé hinh t6 chike ciia Xi nghiép

Trén co sé quyét dinh sb 259/2006/QD-TTg ngay 13 thang 11 nim 2006 cia
Thi tuéng chinh pha vé viéc phé duyét diéu 18 t6 chirc va hoat dong cua cong
ty me - Tong cong ty hang khong Viét nam, Xi nghiép nhanh chéng xiy dung
dé an t6 chirc lai md hinh theo huéng cong ty trach nhiém hitu han mot thanh
vién, tir 46 Xi nghiép c6 diéu kién chu dong trong viéc dinh hinh duong 16i
phat trién ciing nhu t6 chirc hoat dong kinh doanh trong diéu kién thuc té.
Ndng cao nhdn thirc vé canh tranh doi véi Xi nghiép

DPay manh tuyén truyén cho can bd, nhan vién thiu hiéu hoan canh trudc mat
va lau dai cta Xi nghiép trong diéu kién khai thac tai San bay Tan Son Nhét,
dé moi ngudi hinh dung day du hoan canh thyc té va co trach nhiém trong viéc
xdy dung Xi nghiép, ciing nhu bao vé quyén loi cia ban than minh. Tap trung

lam ma&i t6 chirec voi cadch nghi khac, 1am khac véi sy d61 méi1 khong ngung



3)

3.5.

71

theo kip da ting truong cua nhu cau. Kiém soat chit ché viéc st dung ngudn
luc tai cac don vi trong diéu kién ngu@)n luc bi han ché .
Sur dung hiéu qua trang thiét bi da cé
Tb chirc str dung trang thiét bi hiéu qua, st dung tdi da cong xuét thiét bi, tién
hanh kiém tra bao tri thiét bi vao thoi gian thap diém, dam bao khong anh
hudéng dén ning luc phuc vu va dong thoi thiét bi khong c6 thoi gian ranh rdi.
Tap trung dam bao phuc vu véi mic do an toan cao nhat, ngan chan viéc lam
mat an ninh, an toan trong phuc vu bay, dam bao phuc vu cic chuyén bay dung
gid va dung tiéu chudn phuc vu mit dat da cam két, tao niém tin bén viing cho
hanh khach di may bay va Hang hang khong str dung dich vu.

Kién nghi

3.5.1. Poi voi Nha nuée

1)

2)

Nhanh chéng ban hanh quy ché phéi hop hoat déng du lich

Nha nudc can xdy dung dong bd hoat dong diéu hanh giita cac nganh trong
cung Ung hat dong du lich. Du lich cua dat nudc phai dugc lién két chat ché
v6i1 cac nganh, cac linh vuc khac. Phai thuc sy tao ra mdt mdi truong hoat
dong lanh manh véi cac tiéu chi rd rang cia ting nganh trong sy diéu hoa
chung ctia dat nuéc bang chinh sach va phap luat. Xdy dung thé ché hanh
chinh cong va co quan cong quyén thuc sy huéng dén ngudi dan, hudng dén
dbi twong bi diéu chinh. Moi su thay d6i vé cach thuc, quy dinh phai dugc
tham khao ¥ kién cua nhan dan, cac bién phép cai tién nang cao hiéu qua ciing
can c6 sy gop y cua co quan lién quan dé tranh cac thiéu sot trong van dung va
ap dung trong thuc té.

Chi tiét hod viéc thuc hién ludt hang khong (swa dél) 2006

Dbi v6i Bo Giao thong van tai va Cuc hang khong can nhanh chéng hinh thanh
bd may cua co quan chuyén mon theo luat hang khong nam 2006, trén co s¢
tach biét chuc nang quan 1y vdi chic nang khai thac ctia co quan quan ly san
bay, dam bao co su theo ddi quan 1y cta co quan doc lap dbi voi cac don vi

hoat dong trén dia ban san bay, khong dé cho vai tro kinh doanh 14n at chirc
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ning quan Iy cta co quan quan 1y san bay nhu hién nay. Tao nén su binh dang
nhit dinh giita cac don vi khai thac vdi tiéu chi cung huéng dén khach hang.

3) Nang cao nang luc quan ly hoat dong hoat dong hang khong dan dung
Hoat dong khai thac hang khong 1a nganh dic thu, viéc mé cua thi truong la
véan dé tat yéu, tuy nhién hoat dong nay phai duoc kiém soat va diéu tiét trén
co s6 luat 18 cua dat nude. Diéu nay thé hién chi quyén 1anh thd va quyén tai
phan quéc gia, do d6 dé nghi Bo Giao thong van tai va Cuc Hang khong phai
c6 tinh toan gidi han kha ning khai thic ctia cac San bay dé quyét dinh viéc
tham gia khai thac hang khong ciia mot Hang hang khong nham khai thac tot
nhat diéu kién hién co tai cac san bay va khai thac hiéu qua duong bay. T6
chtrc x4c dinh va gin trach nhiém khai thac san bay cho don vi cu thé va lap
kénh thong tin dé xir 1y cac van dé phat sinh giira cac don vi do qua trinh khai
thac gap phai .

4) Day manh cdi cdch hanh chinh trong xudt nhdp canh
Pbi v6i Bo cong an va Tong cuc hai quan can nhanh chéng ap dung cic cong
nghé hién dai trong viéc lam thu tuc xuét nhap canh , chu dong yéu cau céac
Hang hang khong khi cho khach di, dén phai giri cac thong tin vé hanh khach
truée khi may bay di hay dén, lam cho viéc giai phong hanh khach tré nén
nhanh chong ma van dam bao kiém soat duoc an ninh cia dat nudc, tao thuan
lgi cho su di lai ctia nguo1 dan, tang kha nang thong qua cia San bay.

3.5.2. Péi v6i co quan chii quan

1) Nhanh chéng xdc dinh mé hinh chuyén doi doanh nghiép
Téng cong ty can td chirc lai md hinh ciia Xi nghiép theo hudéng thanh lap
cong ty phuc vu mat dét , tao diéu kién cho don vi chu dong trong san Xuét
kinh doanh va dau tu, nang cip trang thiét bj dap ung yéu cau cung tng dich
vu. Nang cao tinh chii dong cho Xi nghiép trong diéu kién mai truong kinh té
thay déi lién tuc .

2) Thay déi quy ché phdn phéi qui lwong
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Xéc dinh quy lwong va cac quy khac cho don vi theo ké hoach nim dé don vi
chu dong trong viée sir dung ngudn quy, trudc mat 13 giai quyét van dé thu
nhap 6n dinh cho ngudi lao dong. Tao didu kién dé nguoi lao dong an tam lam

viéc va phuc vu khach hang vai trach nhiém cu thé.

3) Xac dinh gia hach toan noi bo cho Xi nghiép

Xac dinh gia hach toan ndi bo cho timg chuyén bay cua Vietnam Airlines, trén
co s¢ d6 Xi nghiép c6 thém dong luc khi s lwong chuyén bay phuc vu cho
Vietnam Airlines ting, thay ddi toan bd co cau thu nhap hién nay cta Xi
nghiép va xac dinh cy thé nhitng déng gop cua Xi nghiép d6i voi sy 16n manh
ctia Tong cong ty, cac don vi thanh vién s& ¢ su binh dang khi nhin nhan qua

trinh xay dung va truéng thanh cua minh.

4) Phdn cdp cho Xi nghiép trong dam phdn hop dong

5)

0)

Cho phép Xi nghi¢p chu dong trong viéc tinh toan chi phi cta cac dich vu va
xéac dinh mirc gia phuc vu ddi véi timg khach hang, tao cho Ban lanh dao xi
nghiép nhitng quyén han 16n hon trong dam phan, ky két cac hop dong phuc
vu v6i cac ddi tac. Ciing dong thoi c6 thé sé chia voi khach hang trong nhiing
giai doan kho khan cua ho tao sy lién két vimg bén gitra Xi nghiép va khach
hang, dam bao loi thé canh tranh cho Xi nghiép trong viéc gianh iy cac hop
déng phuc vu.

Téng cong ty hang khéng Viét Nam dinh hwéng chién lwoce phdt trién cho timg
thanh phan cia Tong Céng ty

Téng Cong ty can xac dinh dinh hudng chién lugce dai han véi sy danh gia tbt
hon nhirng thanh phan cdu thanh ciia Téng Cong ty, 1am cho cic chuong trinh
ctia Téng Cong ty khi dit ra déu c6 cac chuong trinh dong bo di theo dap tmg
duoc yéu cau khai thac hang khong va dich vu mét dét, tao nén sy van hanh 6n
dinh cta ca Tong cong ty, tranh di su méo mé trong xay dung dinh hudng va
trién khai cac chuong trinh.

Kién toan to chuc bo may lam viéc cua Tong Cong ty
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T6 chuc lai mé hinh cac co quan giup viéec Toéng cong ty, dam bao phat huy
hét vai trd ctia cac co quan chirc ning, 1am van hanh hoat dong diéu hanh cta
khdi co quan Téng Cong ty nhanh nhay va kip thoi. Léy viéc tao thuan loi cho
don vi co s¢ lam tiéu chuan danh gia cong tac didu hanh quan 1y va chi dao
cong tac cua ting linh vyc cy thé. Xem xét nhanh chéng nhitng yéu cau phat
sinh trong thuc té theo hoan canh ctiia mdi vung, tranh dap khuén may moc
theo mot md hinh nhét dinh.

7) Bcfy manh hoat dong lién doanh giita cong tac phuc vu mat dat véi cac Hang
hang khong
Tién t&i tO chire lién doanh véi cong ty phuc vu mit dat danh tiéng trén thé
gidi dé gitt su chi dong trén thi truong cung ung dich vu mit dét, va ciing
nham tiép thu nhiing thanh tyu khoa hoc, nhitng phong cach 1am viéc hiéu qua
da duoc ap dung. Trong diéu kién mé ctra thi trudng va cung v6i nhitng thoa
thuan khi gia nhap WTO thi viéc di trudc mot budc s€ lam strc manh canh
tranh ctia Xi nghiép va ctua Tong cong ty s& ting 1én dang ké.

8) Xdc dinh 16 trinh ¢6 phan hod d6i véi cdc thanh phan trong Tong Cong ty
Cung véi tién trinh c¢6 phan hoa Tong cong ty theo chi dao ctia Thu tudng
chinh phu, Tong cong ty can xac dinh cu thé tién trinh thuc hién & cac cap dé

cac don vi co6 su chu dong trong viéc xay dung cac chuong trinh ctia minh.
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Tém tiat chwong 3

Thong qua ma tran SWOT ta thay Xi nghiép c6 mot s chién luge cho cac sy
két hop S-O, S-T,W-O,W-T, théng qua ma tran QSPM chung ta ciing d4 tim ra mot
sd chién lugc c6 tinh hip dan cao cho ting loai két hop, diéu nay khong chi cho ta
lua chon duogc chién lugc phu hop nhit ma con cho théy tinh thich nghi cua Xi
nghiép hién nay kha cao. Piéu d6 chimg to Xi nghiép thuc su co cic yéu td bén
trong t6t, nhitng diém yéu bén trong ctia Xi nghiép di dugc nhin thiy va co su diéu
chinh lién tuc.

Bén canh nhiing c¢b ging cta Xi nghiép, nhiing kho khian ma Xi nghiép dang
gip phai co tim anh hudng kha 16n khéng chi 1a cach thic 1am viée ctia mot bo
phan co quan chirc ning ma d6 1a tu duy tri tré ctia co ché cii chua duoc thay ddi
cung véi tién trinh d6i méi cia dat nude, nhitng kho khian nay can nhanh chéng
duoc dep bo dé tao dong luc kich thich ning lwc sang tao va giai phdng strc san xuat
ctia cong dong, vira 1 dé phat trién kinh té dat nudc, vira 1a dé chimg to vi thé cia
qudc gia trén truong thé giéi.

Hoat dong hang khong khong chi 1a d6i canh phuc vu su di lai, ma chinh n6
can dén nhiing nd luc to 16n cua cac nganh, cac co quan tao thuan loi dé cong dan di
lai dé dang, tao nén sy théng nhét vé& hanh dong cua ca hé thé)ng t6 chirc 1am dong
luc thu hit khach quoc té dén voi Viét nam va khach Viét nam di ra véi thé gidi.

Bén canh d6 véi vai trd quan 1y cta co quan chil quan, Toéng cong ty can co
nhimg quyét sach thich hop hon dé dong vién duoc nhitng cd ging cua cac thanh
vién tham gia cong tac, céng hién cho sy nghiép chung ciing nhu dé xay dung nudc

nha.
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Chién lugc kinh doanh 1a hét stc can thiét cho doanh nghiép trén budc
duong hoat dong cua minh, trong diéu kién quéc té hoa nén kinh té thi chién luoc
kinh doanh cang c6 y nghia quan trong trong viéc phac hoa cac tién dé dé doanh
nghiép c6 thé phat huy tot thé manh, ciing nhu han ché téi da nhiing diém yéu, dé
nim lay co hoi va vuot qua thir thach ma méi trudng kinh doanh mang lai.

Xi nghiép thuong mai miat dat Tan Son Nhat 1a doanh nghiép nha nudc hoat
dong trong linh vuc kinh té ky thuat cao, tuy chua chiu &p luc canh tranh manh mé
nhung Xi nghiép da som thay s& phai d6i dién v6i nhitng kho khin khong chi tir cac
doanh nghi¢p trong nudc ma con voi ca cac doanh nghi¢p nude ngoai trong viée
cung Gng dich vu ndy. Su dinh hinh chién luoc phét trién ctia Xi nghiép 1a rit can
thiét va c6 thé moi co thé gitip Xi nghiép nhin nhan lai minh thuong xuyén trong
qua trinh x4y dung va phat trién. Nhitng cb ging cua Xi nghiép trong viéc chuén bj
thé va luc khi budc vao mdi truong canh tranh 1a kha to 16n nhung véi nhiing gi xay
ra trong thuc té con can mot su c¢b gang nhiéu hon nita véi sy dong cam tét hon nita
trong ndi bd t6 chirc tir Ban 1anh dao dén ngudi lao dong truc tiép.

Qua qua trinh phan tich danh gia, Tac gia da co ban phat hién ra nhitng mat
tich cuc va nhitng mat yéu kém ma Xi nghiép dang gip phai, bén canh d6 Xi nghiép
cling dang c6 nhitng co hoi va nhimng thach thirc phai tranh tha xtr Iy dé ching to
thé va luc cua minh.

Trén co s& xem xét ma tran SWOT va danh gid qua ma tran QSPM, tac gia
cling di xac dinh mot sb chién lugc chinh ma Xi nghiép c6 thé van dung phu hop
v6i timg su két hop trong timg hoan canh. Pong thoi cling da dua ra cac nhom giai
phép xtr Iy cac van dé dang dit ra cho Xi nghiép.

Maic du vay, hoat dong hang khong khong chi chiu anh hudng cua diéu kién
kinh té, chinh tri, xd hoi trong nudc ma con chiju anh hudng rt nhidu béi tinh hinh

kinh té, chinh tri, xa hdi cua cac nudc, su nd luc cua doanh nghi€p 1a hét strc can
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thiét nhung di theo d6 doi hoi rat nhiéu nhimg hd trg ctia cac nganh, cac cip trong
nude. Viét Nam 1a diém dén an toan nhung dé 16i cudn hanh khéach tro lai thi doi
hoi rat nhiéu vé chat luong cta dich vu khéac, do d6 Nha nudc can c6 co ché thich
hop dé dong vién dugc ngudn luc trong nude tao duge an twong tot dén chuyén di
cua hanh khach v6i mong mudn dugc phuc vu thém lan nira.

Hoat dong hang khong khong chi 1a chuyén chd hanh khéach thong thuong
ma con 1a chuyén tai van hoa Viét ra thé gidi va chuyén tai vin hoa thé gisi dén
Viét nam, hoat dong hang khong vi thé c6 du stc dé vuon xa d6i canh ciia minh. Dé
nang doi canh do can duogc gop phﬁn boi1 hoat dong phuc vu mat dat hang khong.
Tac gia luon mong mudn nhitng déng gdp nhod bé ciia minh trong ludn van nay s&
tiép tuc gitp cho Xi nghiép c6 thém sy viing chii nang d6i canh bay cua cac hang

hang khong ban be, mai 1a doi tac tin cay ctua nhau.
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Michael E.Porter, Nha xuét ban tong hop Thanh phd HO Chi Minh.
3. Don Taylor- Jeanne Smalling Archer (2004)- Dé canh tranh véi nhing
ngudi khong 16, Nha Xuét ban thong ké .
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pham, Nha xuat ban tong hop Thanh phd H6 Chi Minh.
5. Gary D. Smith, Danny R.Anold,Boby R.Bizzell (2003)-Chién lugc va
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H6 Chi Minh.
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10. Nguyén Thanh H¢i1,Phan Thang (2001)- Quan tri hoc, Nha Xuét ban
Théng ké.
11. HO Pbuc Hung (2000)- Phuong phap quan 1y doanh nghiép, Pai hoc
kinh té Thanh phd H6 Chi Minh.
12.  HO6 Bic Hung (2004)- Quén trj Marketing, Vién Nghién ctru kinh té
phat trién, Dai hoc kinh té Thanh phé H6 Chi minh.
13.  N. Gregory Mankiw (1996)-Kinh té vi mo, Nha Xuét ban thong ké.
14. Déng Thi Thanh Phuong (2005)-Quan tri san xuét va dich vu, Nha xuét
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16.  Nguyén Khic Than (1995)- Cac cong ty xuyén qudc gia hién dai, Nha
xuat ban chinh tri qudc gia.

17.  Tbén That Nguyén Thiém (2005)- Thi trudng, chién lugc, co cau: Canh
tranh vé gia tri gia ting, dinh vi va phat trién doanh nghiép, Nha xuét ban tong
hop Thanh phé H6 Chi Minh.

18.  Nguyén Quang Thu (2005) - Quan tri tai chinh cin ban, Nha xuét ban
Théng ké.

19. Vil Cong Tuin (2002) - Phan tich kinh t& du 4n, Nha Xuat ban Thanh
phd Hd Chi Minh.

20. Vi Cong Tuan (1999)- Quan tri du an, Nha xuat ban Thanh phd HO Chi
Minh.

21.  W.Chan Kim, Renee Mauborgne (2006), Chién lugc dai duong xanh,
Nha xuat ban tri thic.
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thirc dbi voi My va Tay Au,Vién kinh té Thé gigi-Uy ban khoa hoc xi hoi Viét
Nam.

23.  Tbdng Coéng ty hang khong Viét nam (1999)-Chién lugc phat trién dén
nam 2010 va dinh huéng dén nam 2020.

24.  Nghi quyét Hoi nghi lan thit ba, Ban Chap hanh Trung uong Péang khoa
IX Vé tiép tuc sip xép, doi mdi, phat trién va nang cao hiéu qua doanh nghiép

nha nudc.
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1. Hang Hang khéng Qudc gia

Viét Nam (Vietnam Airlines)

2. Cong ty bay dich vu hang
khong (VASCO)

3. Xi nghi¢p thuong mai mat

d4t Noi Bai (NIAGS)

1. Cong ty Xang diu Hang
khong.

2. Cong ty Xudt nhap khéu
Hang khong.

3. Cong ty Cung Ung dich vu
Hang khong.

4. Cong ty Tu vin khao sat
thiét ké Hang khong.

5. Cong ty Xay dung cong
trinh Hang khong.

6. Cong ty Nhua cao cip Hang
khong.

7. Cong ty Van tai 6t0 Hang
khong.

8. Cong ty In Hang khong.

9. Cong ty Dich vu Hang
khong san bay Noi Bai.

10. Cong ty Dich vu Hang
khong san bay Da Ning.

. Cong ty lién doanh ché bién

xuét an Tan Son Nhit

. Cong ty lién doanh dich vu

hang hoa Tan Son Nhét

. Cong ty lién doanh giao

nhéan hang hoa VINAKO

. Cong ty lién doanh khach

san Hang khong

. Cong ty lién doanh phéan

phdi toan ciu Abacus Viét

HOI PONG QUAN TRI TCT
BAN KIEM SOAT
TONG GIAM POC TCT
CO QUAN GIUP VIEC TCT
CAC DON VI HACH TOAN CAC PON VI HACH TOAN CAC CONG TY LIEN DON VI SU NGHIEP:
PHU THUQC POC LAP: DOANH, CO PHAN
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Phuluc2 SO PO TO CHUC CUA KHOI HACH TOAN PHU THUQC TONG CONG TY HANG KHONG
VIET NAM

2 7
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Chu thich phuluc 1 va2:

A75: Xi nghiép stra chita may bay
A75

A76: Xi nghi¢p sura chita may bay
A76

ATAN : An toan - An ninh

DAD: Pa Nang

DV&KTMBD : Dich vu va k§ thuat mat
dat

DVTT : Dich vu thi truong

PBCL : Pam bao chét luong

DHB : Piéu hanh bay

HLB : Huin luyén bay

KHTT: K& hoach thi truong

KHTTHH: K& hoach tiép thi hang hoa

NBA: Néi Bai

KTDV: Khai thac dich vu

OCC: Trung tdm kiém soat khai thac
QLVT : Quan ly vat tu

TMMBDP : Thuong mai mat dat

TSN: Tén son nhét

THK: Tiép thi hanh khach
VPDDNN: Vian phong dai di¢n
nudc ngoai

VPKYV: Van phong khu vuc

XN TMMD : Xi nghi¢p thuong mai

mat dat
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Phu luc 3

Danh sach hang hang khong Xi nghiép dang phuc vu

Thufc nudc /

Stt Ky hi¢u Tén hang hang khong .
lanh tho

L AF Air France Phép
2. AY Finnair Phén lan

3. BR Eva Airways bai Loan
4. CA Air China Trung qudc
>. CI China Airlines bai Loan
6. lcx Cathay Pacific Airways Hongkong
7. Cz China Southern Airlines Trung Quéc
8. FM Shanghai Airlines Trung Qudc
9. FT Siem Reap Airways Campuchia
10. | gx Fedex My

1 ga Garuda Indonesia Airlines Indonesia




Ixxxiv

12.

JL Japan Airlines Nhat ban
13. JQ Jetstar Uc
14 kg Korean Air Han Quéc
15. LH Deutsche Lufthansa Airlines | Buc
16. | v Malaysia Airlines Malaysia
17 'mu China Eastern Airlines Trung Quéc
18 | NH All Nippon Airways Nhat ban
19. 1pr Philippine Airlines Philippines
20. Qv Lao Airlines Lao
2l. 150 Singapore Airlines Singapore
22. TG Thai International Airways Thai Lan
23. v VASCO Viét Nam
24. | yN Vietnam Airlines Viét Nam

Nouén TIAGS.2006
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Phu luc 4

Thong ké lao ddng tai Xi nghiép qua cic nim

Nam Tong s6| Lao dong truc tiép | Lao dong gian tiép
lao dong . .

SO0 luwgng Tylé | So luwgng Ty 1€
2000 811 753 92.85% 58 7.15%
2001 921 828 93.36% 62 10.4%
2002 988 891 90.2% 97 9.8%
2003 1042 943 90.5% 99 9.5%
2004 1133 1025 90.46 % 108 9.5%
2005 1208 1092 90.39% 116 9.6%
2006 1281 1151 89,8% 130 10,2%

Nouén TIAGS.2006
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Phuy luc 5

Bang diém chat lwong do khach hang danh gia qua cic nim

Nam |[Nam |Nam |Nam | Nam

Hang 15600 12003 2004 |2005 | 2006

CX 76% | 78% | 82% |94% | 78%

PR 82% | 72% |80% |84% |82%

NH 70% | 80% |74% | 84% |81%

AF 90% [86% [84% |84% |78%

BR 86% | 78% | 78% |82% | T73%

LH 66% | 78% | 82% |82% |70%

VN 82% | 72% |74% |78% | 68%

CZ 68% | 76% |78% |78% | 80%

CI 68% | 74% | 76% |74% | 86%

SQ 72% | 76% | 66% |74% |81%

TG 76% | 76% |74% | 72% | 74%

JL T4% | 76% | 74% | 72% | 83%

KE 62% | 82% |86% |70% | 72%

MH 68% | 76% |76% |68% | 82%

Neuébn : TIAGS.2006

Ghi cha :Nam 2006 c6 su diéu chinh do thay doi thang diém dénh gia tr

5 muc lén 7 muc
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Phu luc 6

Maiu thim do mirc chit lwgng cung ving

MY yietnam Arines QUO“W Performqnce Survey

TIAGS

Please use the following scale of measure for your evaluation

Very bad Excellent

o © ©© o 66 6 0

General

1. How would you rate the ground services of TIAGS compared to those of other airports? Please mark the

geographical positions of the airports that you used to be a station manager?

o © © o 66 66 0

O SouthEast Asia O Asial Pacific O Europe O North America
Airport Code ......

2. Which of the following would you like TIAGS to improve in order to enhance the best services? (choose many
that apply)
O System O Procedures O Staff O TIAGS' policy O Other

3. How convenient have you been in the process of contacting to TIAGS?
3a. How have you you contacted to managerial level ?
Very difficult Very easy and

convenient
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o © ©© » 6 6 0

3b. How have you contacted to operational level ?
Very difficult Very easy and

convenient

o © © » 6 6 0

4. Any new services can be launched by TIAGS ? Please specify.

Preflight

5. Which would you usually contact with TIAGS duty supervisor/staff in order to provide the flight information?

@ Direct meeting @) Telephone ® Walkie Talkie @ sitatex ® Fax ®

Email

6. Please evaluate the rate of receiving and dealing with your airlines’ information of TIAGS supervisors/ staff

(Be quick, note carefully, catch meaning (and take correct actions), meassage treatment ...)

Ramp Services

Cabin Cleaning Service

Departure Passenger Service
Arrival Passenger Service
Transit/Transfer Passenger Services
Lost and Found Service

Baggage Handling Service

Weight and Balance Service

© © 6 66 6@ 6 6
® © 0 00 0 60 0 0
©® 60 6 © 0 6 0 6
® 6 6 6 6 6 6 6 6
© 0 0 © O 0 0 6 O
©® ©® © © © © @ © ©
Q QO QO O 00 Q QO

Loading Supervision Service
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In Flight Handling

7. Which kind of the following services and GSE would you usually use? How would you rate these services?

Your evaluation How long does it take since you Was it Your
require service? acceptable | suggesti-
? on

No | 1-5| 5-10 | 10-15 >15 | Yes | No

wait | min- | mins mins mins

-ing | s
Wheelchair QO®®O®E®O | O|0O| O O O O NG N E—
service
Hiiftsenice | O @@ @@ ® @ | O | O | O O O 10O
GPUsenice |O@O@®@®@OG®©® | O | O | O O O O NG N E—
ACUsenice 1O Q@O®@®O®OG®O |O|O] O | O | O |O|O|
ASUsenice. 1O Q@OQO@@DO®®O® | O|O| O O O 10O —
8. How would you rate our RAMP SERVICES?
(GSE: Ground Support Equipment)
Safety in approaching GSE into the aircraft ©) @) ® @ ® ® @
Cleanness of GSE ©) @) ©) @ ® ® @
Sufficiency in providing GSE ©) @) ©) @ ® ® @)
Professionalism/ Performance skills of Ramp handler ) @) ©) @ ® ® @
Strict follow the airlines’ policy and handling procedure ) @ ©) @ ® ® @
Speediness in loading and unloading of containers ©) @) ® @ ® ® @
or pallets, and of Hold 5 baggage and cargo
Punctuality in ramp service delivery ©) @) ® @ ® ® @
Supervisor's communication skill ©) @) ® @ ® ® @




Supervisor's ability to handle the irregular situations

Supervisor's co-operation and enthusiasm

Other comments:
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@
O]

9. How would you rate our LOADING SUPERVISION SERVICE?

Safety in loading

Accuracy in obtaining information for LIR preparation
Staff's punctuality at the aircraft

Ability to respond irregular situations

Accuracy in loading supervision

Following timing standard

Strict following to the airline’s loading procedure
Communicative skill with the airline representative (AR)
Staff's co-operation and enthusiasm

Immediately report any irregularities to AR

Other comments:

©® © &6 O 6 6 6 6 6

® 0 0 OO0 60 0 0 0 6

® 60 60 00 6 6 0 6

® 6 60 6 6 6 6 6 6& 6

© 0 0 © v 0 0 O v 6

©® © © © © ©® © ©® © ©

Q QO QO OO0 Q0 QO O Q

10. How would you rate our WEIGHT & BALANCE SERVICE?

Efficiency in calculating and distributing traffic load
Accuracy in producing loadsheets
Ability to respond irregular situations

Ability on solving problems under pressure of time

©® © © ©

® 0 0 O

® 6 0 0

® 6 6 6

© 60 6 O

® ©® © ©

Q Q @ O



Immediately report any irregularities to AR
Document delivery at the aircraft on time

Clearness and accuracy in communicating
with flight crew and with the airline representative

Staff's co-operation and enthusiasm

Maintain and update Aircraft Handling Manual

Other comments:
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©

®

®

®

)

®

Q

11. How would you rate our BAGGAGE SERVICE?

Accuracy in obtaining information for baggage loading

Accuracy in usage of containers for baggage loading

Proper loading of baggage in containers

Follow the airline’s F&C class baggage procedure/policy

Carefulness in loading (to avoid damages)
Full utilization of container capacity

Ability to respond irregular situations
Immediately report any irregularities to AR
Supervisor's communication skill with AR

Supervisor's ability, co-operation and enthusiasm

Other comments:

© © 66 66 6 6 6 6

® 00 0 00 6 0 0 0

©® 60 0 0 0 6 0

® 6 60 6 66 6 6 6 6

© 0 0 0O O v 0 6 O O

©® ® © © ®© ®© © @ © ©

Q Q0 QO OO0 Q0 QOO

12. How would you rate our CABIN CLEANING SERVICE?
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Punctuality in meeting arrival flights

Availability of cabin cleaning equipment

®
®
®
@)
©)
Q

©
®
®
®
©
®

@
Sufficiency of cabin cleaning equipment supply
Cleanness of floor, carpet
Cleanness of seats
Cleanness of lavatory

Cleanness of kitchen

© ©®© & © © ©

Professionalism/ Performance skills of cleaning staff

Speediness in performance of cabin cleaning staff
Immediately report any irregularities to AR
Supervisor’s ability in communication by English
Efficiency and friendliness of staff

Staff's co-operation and enthusiasm

© ©&© & © © 6

Supervisory skills in service delivery

Other comments:

® © 0 0O 0 6
©® 6 6 © © 6
® 6 6 6 6 6
© 0 6 © © @
®©® ® ® ® © ©
Q QO QO © © Q

® 0 0 © © 6
©® 60 6 © 8 6
® 6 6 6 6 6
© 60 6 © © @
©® ® ® ® ®© ©
Q Q QO © O Q

13. How would you rate our CABIN CLEANING SERVICE in terms of timing precision?

According to your record, how long does our cabin Was it
cleaning service take? acceptable
?
<15 15-20 20-25 25-30 >30 VYes No
mins mins mins mins mins

In your opinion, how does our service compare to the
above airport’'s one?
Similar/

Worse/ Lower Better/ Higher

Equal



O O O O
O O O O
O O O O
O O O O
O O O O

14. How would you rate our CHECK-IN AGENT?

Politeness, friendliness and attentiveness
Greeting, smiling and calling passengers by names
Ability to satisfy your airlines/ passengers’ requests
Ability to effectively communicate with passengers
Knowledge of your airlines’ products

Guiding the next procedures to passengers

Smiling, seeing off and wishing passengers a nice flight

Accuracy in data input and other remarks
Accuracy and sufficiency of information in briefing
Punctuality in check-in counters openness
Professionalism in First and Business class service
Speediness in check-in

Accuracy in travel document and ticket acceptance
Strict follow to the airline’ policy and procedure

Supervisors/ Staff's communication skill,
co-operation and enthusiasm
Supervisor's ability to handle flights

Other comments:

O O O O
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©® © 0 0B 6 B 06 6 6 66 6 6

©

O O O O

® 0 000060000600 06 6 6

®

O O O O

® 0 00 0 60 0066 o 6 6

®

® 66 60 66 6 6 66 6 6 66 6 &

®

O O OO

© 0 0O © O 0 0 Vv 60 v 6 @

)

®©® © © © © © © © ©® © © ® ©® © 6

®

O O OO

QO QO O 000 QOO0 QOO0 Q.

Q




15. How would you rate our BOARDING AGENT?

Politeness, friendliness and attentiveness
Greeting, smiling and calling passengers by names
Ability to satisfy your airlines/ passengers’ requests
Ability to effectively communicate with passengers
Knowledge of your airlines’ products

Accuracy and sufficiency of information in briefing
Punctuality in gate reader openness

Professionalism in First and Business class
boarding service

Strict follow to the airline’ policy and procedure

Supervisors/ Staff's communication skill,
co-operation and enthusiasm
Supervisor’s ability to handle flights at gate

Other comments:
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®©® ©® & © © 6 6 6

©

® 0 0 0O 0 60 60 0

®

® 60 0 © 0 6 6 O

®

® 6 6 6 66 & 6

®

© 0 0 © © © @ @

)

®©® ©® ® © ®©® ©® @ ©

®

Q Q O O O Q0 Q Q

Q

16. How would you rate our TRANSIT/ TRANSFER & ARRIVAL HANDLING AGENT?

Accuracy in obtaining information for flight handling

Politeness, friendliness and attentiveness

Greeting, smiling and calling pax by names at counters

Ability to satisfy your airlines/ passengers’ requests
Ability to effectively communicate with passengers

Knowledge of your airlines’ products

Punctuality on arrival flight for passenger disembarkation

Accuracy in travel document and ticket acceptance

©® © & & © 6 6 6

® 0 0 0O 0 60 6 O

® 60 6 © 0 © 6 O

® 6 60 6 66 6 6

© 0 6 © © © @ @

®©® ©® ©® ©®© ®© © @ O

Q Q0 QO O O Q0 Q Q



Handling DEPO, UM, MAAS on arrival

Handling wheelchair passengers

Strict following to the airline’ policy and procedure

Staff's communication skill, co-operation and enthusiasm

Supervisors' ability to respond irregular situations

Other comments:
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©® © © @ ©

® 0 0 0 0

® 6 6 © ©

® 6 6 6 6

© 0 6 @ O

® ©® @ © ©

QO Q O @ O

17. How would you rate our LOST & FOUND SERVICE?

Politeness, friendliness and attentiveness
Greeting, smiling and calling passengers by names
Ability to satisfy your airlines/ passengers’ requests
Ability to effectively communicate with passengers
Knowledge of your airlines’ products

Accuracy in obtaining information for flight handling

Accuracy in producing PIR, Clear explanation
to passengers when filing PIR
Strict follow to the AHL files, frequently advice

of information to passengers

®©® © & © 6 6 6

©)

Strict follow to the airline’s policy in handling OHD baggage ©)

Baggage delivery services on time
Supervisors' ability to respond irregular situations
Immediately report any irregularities to AR

Staff's communication skill, co-operation and enthusiasm

Other comments:

O]
©)
@
O]

® ® 0 0 0O 0 60 0

® © 0 0 ©

® ® 60 0 0 0 6

® 6 6 © ©

® ® 6 6 6 6 6 &

® 6 6 6 6

© © 60 0 © © @ @

© 0 6 © O

® ® ©® ©® ®©® ®© @ ©

® ©® @ © ©

Q Q Q O O Q0 Q Q

Q Q Q @ Q
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After flight

18. How would you rate handling jobs after flight?

Accuracy and sufficiency in sending messages relating to passengers

o o © e 66 6 0

Accuracy and sufficiency in sending messages relating to weight

o © © » 66 6 0

Promptitude and sufficiency in storing or delivering flight documents to airlines representative

o © ©© » 6 6 0

Other comments:

Airlines Representative

(Signature)
Thank you for your kind cooperation !
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Phu luc 7

(Hop dong phuc vu mit dat chuan ciia IATA- phu luc A - ban tém lrgc)

Annex A — Ground Handling Services Table of contents

(IATA - Ground handling agreement, version 2003)

Section 1 - Representation, Administration and Supervision
1.1 General
1.2 Administrative Functions

1.3 Supervision and /or Co-ordination of Services Contracted by the Carrier with

Third Party(ies)
Section 2 - Passenger Services
2.1  General
2.2 Departure
2.3 Arrival

2.4 Remote / Off Airport Services

2.5  Intermodal Transportation by Rail, Road or Sea
Section 3 - Ramp Services

3.1 Baggage Handling

3.2 Marshalling

3.3 Parking

3.4  Cooling and Heating

3.5 Ramp to Flight Deck Communication
3.6  Loading and Unloading

3.7  Starting

3.8  Safety Measures

3.9  Moving of Aircraft

3.10 Exterior Cleaning

3.11 Interior Cleaning



3.12
3.13
3.14
3.15
3.16
3.17

98

Toilet Service

Water Service

Cabin Equipment

Storage of Cabin Material
Catering Ramp Handling

De-Icing / Anti-Icing Services and Snow/Ice Removal

Section 4 - Load Control, Communications and Flight Operations

4.1
4.2
4.3
4.4
4.5

4.6
4.7
4.8
4.9

Load Control

Communications

Flight Operations

Flight Operations — Flight Preparations at the Airport of Departure

Flight Operations — Flight Preparations at a Point Different from the Airport of
Departure

Flight Operations — En-route Flight Assistance

Flight Operations — Post-flight Activities

Flight Operations — En-route Re-despatch

Flight Operations — Crew Administration

Section 5 - Cargo and Mail Services

5.1
5.2
5.3
54
5.5
5.6
5.7

Cargo and Mail Handling — General
Customs Control

Irregularities Handling

Document Handling

Physical Handling Outbound / Inbound
Transfer / Transit Cargo

Post Office Mail

Section 6 - Support Services

6.1
6.2
6.3

Accommodation

Automation / Computer Systems

Unit Load Device (ULD) Control



6.4
6.5
6.6
6.7
6.8
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Fuel Farm (Depot)

Ramp Fuelling / Defuelling Operations
Replenishing of Oils and Fluids
Surface Transport

Catering Services — Liaison and Administration

Section 7 — Security

7.1
7.2
7.3
7.4
7.5

Passenger and Baggage Screening and Reconciliation
Cargo and Post Office Mail

Catering

Aircraft Security

Additional Security Services

Section 8 - Aircraft Maintenance

8.1
8.2
8.3
8.4

Routine Services
Non-routine Services
Material Handling
Parking and Hangar
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