LOI CAM DOAN

Toi xin cam doan ludgn dn nay la cong trinh
nghién citu cia riéng téi. Cac két qua trong ludn dn
la trung thiee va chwa tirg diege cong bo trong bat ky

cong trinh nao khdc.

Téc gia luan an

Nguyé:n Minh Tinh



1

MUC LUC
DANH MUC CAC TU VIET TAT
DANH MUC BANG
DANH MUC HINH
MO DAU ..o s s nnennens I
CHUGNG 1 NHUNG VAN PE LY LUAN CO BAN CUA MARKETING DICH VU
VAN CHUYEN HANH KHACH HANG KHONG ........c.oooovveveeieeeeeeeeeeeeseeeesennene 8

1.1 DICH VU VAN CHUYEN HANH KHACH BANG PUONG HANG KHONG 8
1.2 MARKETING TRONG DICH VU VAN CHUYEN HANH KHACH BANG

DUONG HANG KHONG ......ooouivieiieiieeeeeeeeeeeeee oo 14
1.3 KHAI QUAT VE CANH TRANH ..ottt eee e eeee e 39
CHUONG 2 THI TRUONG CANH TRANH TRONG VAN CHUYEN HANH
KHACH VA HOAT PONG MARKETING CUA VIETNAM AIRLINES................. 44
2.1. THI TRUGNG CANH TRANH TRONG VAN CHUYEN HANH KHACH
HANG KHONG ..o 44
2.2. HOAT PONG MARKETING THUC HIEN CANH TRANH CUA VIETNAM
ATRLINES ..o eeeeee e sensesnesneenesnens 67
CHUONG 3 HOAN THIEN CAC GIAI PHAP MARKETING TANG KHA NANG CANH
TRANH TRONG VAN CHUYEN HANH KHACH CUA VIETNAM AIRLINES............. 111
3.1. CHIEN LUGC CUA VIETNAM AIRLINES BEN NAM 2015 ..........cco......... 111

3.2. DPINH HUONG THI TRUONG MUC TIEU CHO VIETNAM AIRLINES... 115
3.3 CAC GIAI PHAP HOAN THIEN HOAT DONG MARKETING DE TANG

TINH CANH TRANH CUA VIETNAM AIRLINES ........ccocovviioiieieeeerene, 118
3.4. KIEN NGHI VOINHA NUOGC ......c.cooiviriroeieeeeeeeeeeeeseeesessssesee s 156
KET LUAN ..ottt e se s ses s sesnesneens 159
DANH MUC CONG TRINH CUA TAC GIA ....cc.ooiooeeeeeeeeeeeeeeeeeeeeeseeeenns 161
TAILIEU THAM KHAO.......oooomioiooeeeeeeeeeeeeeeeeeeeeeeee e 162

PHU LUC



111

DANH MUC CHU VIET TAT

Chir viét tit Tiéng Viét Tiéng Anh
AAPA Hiép hoi hang khong Chau A - Association of Asia Pacific Airlines
Thai binh duong
AFTA Khu vuc mau dich ty do Pong Asean Free Trade Area
Nam A
ASK Kha ning cung g tinh theo chd x | Available Seat Kilometre
km
ASEAN Hiép hoi cic Qudc gia Pong Nam A | Association of Southeast Asian
Nations
C Khéch hang thuong gia Business Class
CLMV Tiéu ving Campuchia — Lao —
Mianma- Viét nam
EU Lién minh Chau Au European Unions.
F Khéch hang sang First Class
FSA Hang khong dich vu day da ( hang | Full Service Airlines
khong truyén thong )
GSA Tong dai ly General Sales Agent
GDP Tong san pham qudc ndi General Domestic Products
HK Hang khong
HT Heé thong
IATA Hiép hoi van tai hang khong quoc té | International Air Transportation
Association
ICAO T6 chtc hang khong dan dung International Civil Aviation
qudc té Organization
LCA Hang khong chi phi thap Low Cost Airlines
LCC Nha van chuyén chi phi thap Low Cost Carrier
PA Hang hang khong Pacific Airlines | Pacific Airlines
PSA Dai 1y chi dinh Appointed Sales Agent




v

Chir viét tit Tiéng Viét Tiéng Anh
RPK SH lugng hanh khach x km dat dugc | Revenue Passenger Kilometres
SLOT Thoi diém cat ha canh ciia mot
chuyén bay
VN Viét nam
TMDT Thuong mai dién tu E-commerce
VNA Hang hang khong quoc gia Viét nam | VIETNAM AIRLINES
WTO T6 chirc thuong mai thé giéi World Trade Organization




DANH MUC CAC BANG
Bang 2.1- 20 Hang Hang khong 16n nhat thé idi. .........o.coovvevveeeiveeeeeans 45
Bang 2.2 - Tinh trang hoat dong ctia cac Hing HK Chau A nam 2007 ......... 46
Bang 2.3- Két qua hoat dong ctia Cac Hang Hang khong Chau A............... 50
Bang 2.4 — Dung lugng thi trudng quoc té ctia cac Hing HK chau A ........... 51
Béng 2.5 — Tinh hinh tang truédng van tai Hang khong cac khu vuec.............. 53
Béng 2.6 — Trién vong phat trién van tai HK thé giéi dén nam 2010............. 54

Bang 2.7 — 5 thi trudng co toc d6 ting trudng van chuyén hanh khach hang
khong 160 nhat 2006- 2010 .........c.ovvveeeeeeeeeeeeeeeeeeeeeeee e 54
Bang 2.8- S6 liéu van chuyén cia cac Hing HK Chau A nam 2007/2006 .... 60

Bang 2.9- San lugng véan chuyén ctia 8 Haing HK Chau A..........cocoovveevennnn, 61
Bang 2.10 - S liéu vé kha ning cung tng cta cac Hing HK Chau A .......... 62
Bang2.11- Chi s6 hoat dong ctia 4 Hang Hang khéng Chau A ..................... 63
Bang 2.12 - Dy bao thi trudng qudc té theo O&D..........cooeveeeeeeeeeeeeeeeeeans 65
Bang 2.13- Tai cung g Nam 2007,2006, 2005.........ccceeveerierrerieeieneennnnns 73
Bang 2.14 -Tinh hinh khai thdc nam 2007..........cccceceeriiieeiiieieeeieeee 76
Bang 2.15 - Ty 1& cac nguyén nhan cham, huy chuyén bay .............cccco........ 77
Bang 2.16 - Piém danh gia cua khach hang doi v6i cac khau dich vu........... 77
Bang 2.17- So sanh gid vé noi dia cua cdc Hang HK khu vuc ..........c.cc........ 83
Bang 2.18- Cac loai gia ciia Vietnam Airlines ..........cccceevvveeenciieeniieeeeieens 87
Bang 2.19 — Muc ti€u quang cao cua Vietnam Airlines ..........ccccccveevveenenennne. 96
Bang 2.20- Ngan sdch qUANE CAO........eeevviiieeiieeeiee e 101
Bang 3.1- K& hoach Poi may bay ctia Vietnam Airlines.............cccccooeuee..... 114
Bang 3.2 -Chu trac dich vu va mac do anh huong ......cccovevevevvieeiieeeieeee, 125
Bang 3.3 — Khoang cach giita cac thanh phé trong khu Vuc .......c.oveveeeee.... 129

Bang 3.4 — Cac thong tin kinh té cac qudc gia trong khu Vuc .........co.en........ 129



Vi

Bang 3.5- Gid va chi phi may bay.......c.ccceooviiiiiiiiiiieeeeeeee e, 132
Hinh 3.4 — Bién d0 diéu chinh @id ........cvovveveeeeeeeeeeeeeeeeeeeeeeeeeee e 139
Bang 3.6- K& hoach phat trién ngudn luc chung............cocoooveeveeeeeeeeennn. 149

Bang 3.7 -Ké& hoach phat trién ngudn luc khai thac...........coeeveeeeveeeeenne. 150



vil

DANH MUC CAC HINH

Hinh 1.1. M6 hinh dich vu Hang khong truyén thong.............cceveeeeueveueeene. 9
Hinh 1.2 — So d6 khéi hé thdng san xuét va cung ing dich Vi ...........c.......... 10
Hinh 1.3- SO @0 thi tIHONE ... 20
Hinh 1.4- So d6 danh gia khach hang chung thiy ............ccoveveeeeeereeeeens 29
Hinh 1.5- Cach tiép cAn Marketing.............couovueveeueeeeeeeeeeeeeeeeeeee e 43
Hinh 2.1- D6 thi ting truong RPK tai khu viee Chau A .......o.cooovvveeean, 51
Hinh 2.2- Biéu d0 tai cung tng cua cac Hing HK Chéau A trung binh trong

€ac NAM 2004-2007 .....eeimiriiiieinieeeee ettt 62
Hinh 2.3 — M6 hinh 1ap ké hoach khai thac ............cccooveveveeeieeeeeeeeeens 71
Hinh 2.4 -Ty 1¢ chuyén bay huy, ting, cham gid trong tong s6 chuyén bay

11010 (ol 1V <3 o KOOSR 75
Hinh 2.5 - D6 thi Hé s tin cAy Khai thaC.........c.evveeeeeeeeeeeeeeeee e 75
Hinh 2.6 - BANG 1A ....cccoiiiiiiieiceeee e e e 82
Hinh 2.7- S0 SANN @1a......cooooiiiiiiiieceeee e 84
Hinh 2.8- Cac md hinh kénh phan phdi ctia Vietnam Airlines....................... &9
Hinh 2.9- Trang web ctia Vietnam Airlines..........cccceevvveriiieriieeeneeenieennenns 100
Hinh 2.10- Quang céo trén cac trang web cua Vietnam Airlines.................. 100
Hinh 2.11- Logo ctia Vietnam Airlines..........ccceoveeviieniieniiieiiieeie e 102
Hinh 3.1— Thi truong muc ti€u cua Vietnam Airlines..........cccoccvveeeeveeennneen. 117
Hinh 3.2: M6 hinh dich vu Hang khong chi phi thap ...........ccooveveiveveeenee. 126
Hinh 3.3. M0 hinh dich vy ”air-taxi” .........cocevienieniinieeieeeieeeeeeeee 134
Hinh 3.4- So sanh 2 hinh thttc phan phdi..........oveeeeeeeeeeeeeeeeeeeeeeeeeeeeeae 141

Hinh 3.5- So 6 Hé thong quan 1§ chat [Wong .........c.ovveeeveeeeeeeeeeeeeeae 155



MO DAU

1. Tinh cap thiét ciia dé tai luin vin

Trong xu thé mé cira va hoi nhap kinh té toan cau va khu vuc dang dién ra
ngay mot manh mé&, Viét nam khong thé dimg ngoai xu thé nay. Thyc té, chung ta
dd tham gia t0 chitc ASEAN, AFTA va di tr¢ thanh thanh vién chinh thac cia
WTO. Viéc tham gia cac t6 chtrc mau dich tu do, cac hiép hoi ty do thuong mai sé€
tao ra nhimg tién dé, diéu kién quan trong trong viéc phat trién nén kinh t& nudc
nha. Tuy nhién s€ c6 khdong it cac thach thirc ma cac nganh, céc linh vuc kinh doanh
phai chap nhan va vuot qua. Chung ta can phai c6 nhiing budc chuan bi tét dé don
bat cac co hoi cling nhu han ché nhitng thach thuc.

Pé dap ung dugc xu thé nay, hang khong Viét nam, cling nhu cc nganh kinh
té khac phai chu dong tham gia vao thi truong toan cau va khu vuc. Vietnam
Airlines ciling phai ty hoan thién va khéng dinh vi thé ciia minh trén thi truong.

Tham gia hoi nhap, Hang khong Viét nam budc phai hoat dong ma khong co su
bao ho ctia Nha nudc , phai canh tranh hoan toan “ song phang “ v&i cac hang hang
khong khac. Canh tranh ndy s& ngdy cang ting boi sy gia ting nhu cau thong thuong
va hop tac kinh té s& kéo theo sy gia ting vé nhu cau di lai bang may bay va s& ¢ rat
nhiéu hing hang hang khong d6i thii canh tranh tham gia vao thi trudng niy.

“M& cira bau troi“ s& 1a xu hudng tit yéu cua thé gidi. Cac qubc gia khac
trong khéi ASEAN nhu Thai Lan, Singapore, Malaysia, Indonesia..., ké ca
Campuchia va Lao ciing déu dd mo cira cho nudc ngoai dau tu vao van tai hang
khong. My bat dau tu do hoéa van tai hang khong tir nam 1978, EU két thiic ty do
héa vao nam 1994. Mic du tity mdi nude, 16 trinh ¢ thé khéc nhau dé bao dam vira
hoa nhép, vira tao diéu kién cho hang khong trong nudc phat trién, tuy nhién thuc té
1a s& khong xa, thi truong ASEAN ciing gidng nhu EU hay My, cac Hang Hang
khong s& co quyén mé rong tuyén bay/dudng bay theo kha niang. Lic d6 Chinh phu

s€ lo bdo ho nguoi ti€u dung (hanh khach) thay vi lo bao hd doanh nghi¢p van tai.



Tai Viét nam, chi truong cho phép cac thanh phan kinh té tham gia kinh
doanh dich vu van tai hang khong ting dugc da dé cap trong Luat Hang khong dan
dung Viét Nam, ban hanh nim 1991, va sau nay duoc quy dinh cu thé hon trong
Luat Hang khong dan dung sua ddi, ¢6 hiéu luc tir ddu nam 2007. Viéc thanh 1ap
thém hang hang khong 13 diéu can thiét dé tao ra mot thi truong hang khong mang
tinh canh tranh cao trong bdi canh nhu cau van chuyén ngiy cang ting. Mdi day,
Chinh phu d3 dong ¥ va cap gidy phép hoat dong cho nhiéu hing hang khong méi
trong nudc nhu Air Speed-up, Vietjet Air, Phu Quoc Air...s€ 1am cho canh tranh
ngay cang gay git thém.

Su phat trién rat manh trong thoi gian qua cua nhitng loai hinh dich vu van

‘

chuyén hang khong “ phi truyén thong “ nhu Tiger Airway (Singapore), Air Asia
(Malasia) , Lion Air (Indonisia) va Jetstar Pacific Vietnam (trudc day la Pacific
Airlines) l1a nhirng nhan td canh tranh méi va ho dang khai thac tich cuc doan thi
truong cuia minh. Véi xu hudng nay, Vietnam Airlines budc phai chia xé mdt thi
phan khong nhé cho nhitng hang hang khong méi nay.

Mot thyce té khac ma chung ta khong thé pht nhan 13 hang khong Viét nam
van rat non tré va 1a qua nho bé so véi cac hing hang khong khac trong khu vuc va
trén thé gidi. Nhimg lung ting gan day cta Vietnam Airlines trong viéc dbi pho véi
khung hoang cho thay sy kém linh hoat cia Hang so véi thay d6i cua thi truong.

Trong bdi canh nhu vy, viéc phan tich, lya chon va dua ra nhiing giai phap
Marketing diing dén cho Vietnam Airlines sé& 1a yéu té mang tinh quyét dinh cho sy
thanh cong trong canh tranh. Vi vy tac gid lya chon “Cdc giai phap Marketing
nhdm ting sicc canh tranh trong kinh doanh vin chuyén hanh khdch ciia Hing
Hang khéng Quéc gia Vigt nam “1a dé tai nghién ciu.

2. Cong trinh nghién ctru lién quan dén dé tai luin an

Nghién ctru vé cac giai phap Marketing cho Vietnam Airlines cho viéc ting
suc canh tranh trong kinh doanh van tai hanh khach? Cho dén nay, chua c6 mot
cong trinh nghién ciru ndo trong va ngoai nude truc tiép di sdu vao phan tich cac

giai phap Marketing cho Vietnam Airlines véi tu cach 1a Marketing dich vu.



Lich sir phat trién nganh hang khong bat dau tir nim 1920 khi ma phan 16n
cac hing hang khong str dung may bay dé van chuyén hanh 1y va thu. Cho dén nim
1925, khi Cong ty Stout Aircraft Company sang ché ra may bay Ford Trimotor, dich
vu van chuyén hanh khach bang may bay di dugc hinh thanh bang viéc khai thac
loai may bay 12 chd nay. Ké tir d6, nganh hang khong di c6 nhiing budc phat trién
vuot bac va trd thanh nganh kinh té rat quan trong d6i véi hau hét cac quoc gia trén
thé gioi.

Cung v6i su phat trién ciia nganh, cac nghién ctru ¢6 lién quan ciing duoc cac
hoc gia phat trién va dua vao tng dung. Nhimg nudc c¢6 nganh hang khong phat
trién, c¢6 nhirng hang hang khong 16n cang c6 cong trinh nghién ciru. Tuy nhién, cac
nghién ctru van tip trung nhiéu cho hoat dong hang khong & tam vi mo va két qua 1a
cac giai phap vé thé ché, chinh sach cho su phat trién duogc dit trong nhiéu méi
quan hé. C6 nhitng nghién ctru dé cap dén Marketing hang khong, néu dugc nhiing
thong tin rat chi tiét vé lién quan vé cac quy trinh va cac chinh sach Marketing b
phan, trong do dé cap dén quan hé cung cau, cac mé hinh dich vu , do co din va yéu
t6 thoi vu clia nhu cau ... tuy nhién cach tiép can mang tinh “ k¥ thuat “ nhiéu hon
12 phan tich thyc tién ( Doganis- Netherland, 1998) [33], hoic lai qua tap trung vao
chi phi va ban truc tiép ( John C. Driver, England, 1999 ) [38,39]. O cudc nghién
ctru khac (Robert P. Neuschel,1998), mac du dua ra 4p dung Marketing theo dinh
huéng khach hang tuy nhién tac gia lai khong dua ra dugc nhitng giai phép tong
thé can co [53].

Véi d6i tugng nghién ciru 14 nhitng hang khong cu thé, da c6 nhitng nghién
ctru dua ra giai phap quan 1y chat lwong ctia United Airlines (Irene Goll va Brown
Johnson, My, 2007) [46], quan tri nhan sy cho viéc duy tri chét luong cao cua dich
vu cta Singapore Airlines (Jochen Wirtz, Anh, 2003) [62] hay nghién ctu vé
marketing qudc té cho British Airway (Leo-Paul Dana va Daniella Vignali, Anh ,
1999) [41]... tuy nhién sy 4p dung cic cong trinh nghién ciu nay vao Vietnam
Airlines 14 khé khin do béi su khach biét vé quy mé, thi trudng, cach thirc to chirc

va tinh chét khai thac.



Poi voi nudc ta, trong nhitng nam gan ddy c6 nhiéu cong trinh nghién ctru
nhim muc dich dé ning cao ning luc nganh hang khong Viét nam, dua Vietnam
Airlines ngang tam khu vuc. Nhiéu giai phap di duoc dua ra nhu D6i méi quan 1y
nha nude nganh hang khong dan dung Viét nam trong nén kinh té thi trudng (Tran
Quang Chau, 1995) [3] , phét trién kinh doanh dich vu tai cac cang hang khong
quéc té & Viét Nam (Nguyén Huy Trang , 2005) [20]. Lién quan dén cac giai phap
Marketing, d3 c¢6 nhitng nghién ctru vé& chi tiéu danh gia va quan 1y chat luong san
pham cua Vietnam Airlines (Nguyén Manh Quan, 2004) [19], , nang cao chat
lugng dich vu hanh khéch tai cong ty dich vu Hang khong San bay N6i Bai nhirng
nam t4i (LE Buc Long, 2000) [14], , gidi phap md rong thi truong cia hang Hang
khong quéc gia Viét Nam (Tran Thi Phuong Hién, 2003) [10]..... tuy nhién nhiing
giai phap nay méi chi dung lai & pham vi l[a mét hodc mdt vai cong cu Marketing
chtr chua phai cac giai phap mang tinh téng hop. Mat khac, phan 16n cac nghién ctru
nay déu chi dimg viéc dua ra cic giai phap cho Vietnam Airlines v6i tinh chat 1a
mot hang hang khong khai thac dich vu truyén thong nhu hién nay, tic 13 chua co
su sang tao vé quy trinh dich vu. Cac cong cu marketing dua ra chu yéu 1a ¢b ging
mo rong va khai thac cac duong bay méi néu co thé va tinh toan mirc gia phu hop
cho timg dudng bay d6. Ngoai ra, cac giai phap nay chua tinh dén yéu té “md cita
bau troi “mot xu hudng phat trién tit yéu cua nganh, khi d6 Vietnam Airlines
khong nhitng gip khé khin trén moi trudng canh tranh qubc té ma ngay tai “san
nha“ mot hing nudc ngoai ciing ¢ thé khai thac (Jetstar Pacific hién nay la mot vi
dy). Su phat trién rat nhanh vé cong nghé truc tiép hodc gian tiép lién quan dén hoat
dong hang khong bat budc chinh cac hiang hang khong phai diéu chinh lai quy trinh
hoat dong ctia minh néu mudn ton tai va phat trién, va vi vdy, trong nhiéu truong
hop 4p dung nhitng két qua nghién ctru trén vao Vietnam Airlines hién nay s& khong
con phu hop.

Ban chat 13 mot nganh kinh doanh dich vu , Vietnam Airlines can phai thau hiéu
diéu nay va viéc ap dung chinh sach Marketing phai 13 Marketing dich vu v6i nhiing sur

khac biét c¢6 hitu ciia né so véi Marketing hang hoa vat chét. Marketing dich vu - mac



du 1a mot khai niém khong méi trén thé gidi, tuy nhién ¢ Viét nam, khai niém nay gan
day méi duge nghién ctru mot cach chuyén sau va tng dung vao thuc tién.

Viéc nghién ctru va ap dung Marketing dich vu trong kinh doanh dich vu véan tai
hanh khach ctia Vietnam Airlines s& b6 sung duoc nhitng nhitng vin dé con thiéu chua
dugc dé cap o nhimng nghién ciru trude. Nghién ciru nay sé& phan tich thyc trang hoat
dong Marketing cia Vietnam Airlines, xu hudng van dong cua thi truong va moi
treong canh tranh dé c6 nhitng giai phap dap tmg thi trudng mot cach hiéu qua nhat.

3. Muc dich nghién ciru

Muc dich nghién ctru cua dé tai 1a phan tich dugc mot buc tranh toan canh vé
thi treong van tai hanh khach dac biét 1a cac thi truong quéc té va khu vuc ma
Hang khong Viét nam s€ tham gia trong nhitng ndm tdi - trén co s¢ do s€ danh gia
dugc vi tri thuc ciia Vietnam Airlines trén thi trudng, thuc tién cac chién lugc va
chinh sach Marketing ma Vietnam Airlines di 4p dung ciing nhu uvu, nhuoc diém
cua ching. Sau do, trén co s& ddt ra cac muc tiéu phén diu s& dua ra nhitng giai
phap Marketing nham nang cao tinh canh tranh. Trong qua trinh phan tich, luan vin
cling s& khai quat hod nhitng kién thirc Marketing co ban ciing nhu cdp nhat cac
kién thirc méi ing dung ddi véi dé tai.

4- P6i twong va pham vi nghién ctru

Déi tuong nghién clru cua dé tai 1a hoat dong Marketing trong dich vu van
chuyén hanh khach cua Vietnam Airlines, méi truong, cac nhan td anh huéng va
cac giai phap.

Pham vi nghién ctru chinh ciia dé tai 1a hoat dong ciia Vietnam Airlines trong
moi truong canh tranh bao gdm ca trong nude va qudc té, phan tich thi truong, vi
thé trong khu vuc dé tir d6 s& dua ra cac giai phap. Luan 4n s& tap trung nghién ctru
cac nd luc Marketing ctia hing trong mdi quan hé véi thi trudong va trong bdi canh
va xu thé cia méi truong hoat dong.

5- Phwong phap nghién ciru:

Dé phu hop véi ndi dung, yéu cau va muyc dich nghién ctru ma luan an da dé

ra, luan 4n di st dung mot s6 phuong phap nghién ctru khoa hoc, bao gom:



Phuong phap thong ké: Cac s6 liu sir dung trong luan an nay c6 tir
3 ngudn co ban 1a dit liéu théng ké cua Tong cuc Thong ké Viét
nam, Ban Théng ké Tin hoc (Tong Cong ty Hang khong Viét nam)
va tir Hiép hoi Hang khong Chau A — Thai binh duong ( AAPA),
cac dit liéu théng ké sau khi thu thap déu duoc diéu chinh vé cung
mat bang dé so sanh.

Phuong phép so sanh: Dua trén co sé nhiing s6 liéu thuc té thu thap
duogc, tac gid so sanh vdi nhitng muc ti€u, chi ti€u cu thé dé tir d6
dua ra dugc nhirng dinh hudéng cu thé cho viéc ap dung chinh sach
Marketing.

Phuong phap mé hinh hoa: Phuong phap ndy st dung nhim lam rd
hon nhitng phén tich dinh tinh bang cac hinh v& cu thé cho viéc lam
cho cac van dé tro nén dé hiéu hon.

Phuong phap diéu tra: Két hop véi bo phan Diéu tra thi trudng cta
Vietnam Airlines cho viéc thuc hién diéu tra chon mau dé danh gia

murc d§ chat lugng san pham cua Vietnam Airlines.

6. Y nghia khoa hoc ciia luin an:

Luan 4n voi dé tai “Cdc giai phdp Marketing nham ting sirc canh tranh

trong kinh doanh vin chuyén hanh khdch cia Hang Hang khéng Quéc gia Viét

nam* sau khi dat duoc nhimg muc tiéu nghién ctru s& c6 nhiing dong gop nhat

dinh, c6 kha nang img dung mot cach rat thuc tién vao su phat trién cua Vietnam

Airlines, bao gom:

Khai quat hoa va cip nhat dugc nhitng van dé 1y thuyét co ban cua
marketing dich vu 4p dung truc tiép vao linh vuc van tai hanh khach
bang duong hang khong.

Phén tich mot birc tranh toan canh vé thi trudng hang khong thé gidi
va khu vuc, xu thé hoat dong cua hang khong thé gidi cling nhu vi

thé ctia Vietnam Airlines trén thi truong.



- Phén tich chi tiét thyc trang cac giai phap Marketing ma Vietnam
Airlines dang thuc hién, tur thi truong muc tiéu dén cac chinh sach
Marketing bo phan.

- Qua vi¢éc phan tich va danh gid thyc trang, dua ra cac giai phap
Marketing cho vi¢c nang cao kha nang canh tranh cua Vietnam
Airlines.

- Pua ra nhiing kién nghi v6i nha nudc va co quan chirc ning cho mot

moi truong hoat dong cdi mo, linh hoat va nang dong hon cho
Vietnam Airlines.

Ngoai ra luan an cling s€ cé nhitng dong gop cho nhiing nguodi nghién ctu
sau vé Marketing hang khong va ciing c6 nhiing gi tri img dung nhat dinh d6i voi
nhitng hang hang khong khac.

7. Két ciu ciia luéin vin:

Ngoai phan mé dau, két luan, tai liéu tham khao va cac phu luc, két cau cua

luan 4n gdm 3 chuong;

Chuwong 1: Nhiing van dé 1y luan co ban ctia Marketing trong dich vu van
chuyén hanh khach hang khong.

Chwong 2: Thi truong van chuyén hanh khach va thyc trang Marketing ctia
Vietnam Airlines.

Chuwong 3: Céc giai phap hoan thién hoat dong Marketing ting kha nang

canh tranh trong van chuyén hanh khach ciia Vietnam Airlines.



CHUONG 1
NHUNG VAN DE LY LUAN CO BAN CUA MARKETING
DICH VU VAN CHUYEN HANH KHACH HANG KHONG

1.1 DICH VU VAN CHUYEN HANH KHACH BANG PUONG HANG KHONG
1.1.1- QUA TRINH DICH VU VAN CHUYEN HANH KHACH HANG KHONG

Dich vu van chuyén hanh khach hang khong bat dau ké tir khi hinh thanh ¥
tudng cua khach hang cho dén khi dich vu duoc hoan tit c¢6 thé duoc mo hinh hoa
theo Hinh 1.1.

Véi qua trinh trén, dé thdy rang dich vu van chuyén hang khong 1a mot qua
trinh rat phtc tap, bao gém trong no rat nhiéu khau, bo phan khéac nhau. Vi¢c thuc
thi khong tot mot khau nao dé trong toan bd qua trinh s& rat c6 thé dan dén hau qua
xau cho khach hang va s& anh hudng rat 16n t6i uy tin ciia Nha cung cip dich vu.
1.1.2- MO HINH CUNG CAP DICH VU VAN CHUYEN HANG KHONG

Viéc cung cap dich vu van chuyén hanh khach hang khong sé bao gém trong nd
sy tham gia cta rat nhiéu cac nha cung cip khac nhau. C6 thé thdy ngoai hing cung cp
dich vu chinh la Hang hang khong dé dam bao mot hicu qua cho mét "dich vu" duoc coi
14 day d va tron g6i thi can co su tham gia ctia cac nha cung cap dich vu khac nhu:

- Cung cép dich vu van tai duong bo.

- Cung cip céc dich vu an ubng, giai khat.

- Cung cip céac dich vu vién thong, thong tin lién lac.

- Cung cap céc dich vy dic thu cho sin bay: xe thang hanh khach, xe nang va
xtr 1y hanh 1y, hé thong bang tai xtr Iy hanh 1y cho cac chuyén bay ¢ nha ga. ..

- Cung cip céc dich vu thu doi ngoai té.

- Cung cip céc dich phy hudng din du lich, lit hanh...

Do vay, dé c6 kha nang cung cap duoc mot dich vu hoan hao, cac hang hang
khong can phai lién két va phdi hop mot cach dong bd va co to chirc voi cac hing

cung cép dich vu phu tro néu trén.



Hinh 1.1. Mé hinh dich vu Hang khong truyén thong

CO Y PE TRONG
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Bat ky mt t6 churc dich vu ndo ciling déu hinh thanh nhiing hé thong san xuét
cung ung dich vy cua minh, khong c6 no6 thi khong thé c6 dich vu. Mdi mot loai
dich vu cu thé gén lién v6i mot hé théng san xuat cung ung. He théng lai gén lién
v6i su thiét ké, ¥ tuong, chét luong dich vu cua doanh nghiép va mirc d6 dich vu
cung ung cho khach hang.

Hé thong san xudt cung vng dich vu bao gém cdc yéu té vé vt chat va con
nguoi, dwoc 16 chire chdt ché theo mét hé thong phoi hop hwéng téi khdach hang,
nham bdo dam thuc hién qua trinh san xudt va tiéu dung dich vu mot cach co hiéu

qua. [16, Tr. 23]

|
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Hinh 1.2 — So' do khéi h¢ thong san xudt va cung irng dich vu
Cac yéu t6 c6 mdi lién hé hitu co voi nhau, moi sy thay d6i & mot yéu td déu
dan t6i su thay d6i nhitng mdi quan hé trong hé thong. Trong trudng hop c6 su thay

doi 1én & mot vai yéu to s& dan toi su thay doi clia ca hé thong va thay doi loai hinh
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dich vu. Trong hé théng nay, bao gdm cac yéu t6 hitu hinh va vo hinh, cac yéu t6
vat chat va tim Iy tinh cam dan quyén trong qué trinh tao ra dich vu.

Khdch hang: Chinh 13 nhitng hanh khach di may bay (hodc 1a nhiing t6
chtrc, doanh nghiép mua dich vu d6 cho nhan vién cia minh) - do6 1a nguodi ti€u
dung dich vu. Khong c6 khach hang s& khong c6 dich vu - khach hang gan lién voi
hé thong va tré thanh mot yéu to rat quan trong trong hé thong.

Khach hang truc tiép ti€éu dung dich vu ctia nha cung Ung, chat luong dich vu
duoc khach hang cdm nhén va danh gid , khach hang s€ c6 nhiing thong tin ngugc
chiéu dé ngudi cung cap dich vu c6 thé ca nhan hoa dich vy phuc vu cho nhém nhu
cau riéng biét. Mbi quan hé giita khach hang v&i nhau ciing tac dong vao hé thong
cung cap dich vu.

Dich vu: Dich vu 12 muc tiéu va 1a két qua cua hé théng. Dich vu cung tng
cho khach hang sé& bi chi phéi chat ché& cua kich ban dich vu va cau trac dich vu.
CAu trac dich vu s& quyét dinh sy hinh thanh hé théng san xuit va cung tng. Dich
vu tao ra s€ phu thudc vao ban chét cua nganh kinh doanh va yéu cau cua khach
hang. Hién nay, d6i v&i van chuyén hang khong thi ngoai viéc tao ra gid trj co ban
la dich vu van chuyén thi kém theo no 1a rat nhiéu cac dich vu di kém cho khach
hang vi du: xem phim trén may bay, h¢ théng dién thoai v¢ tinh va internet trén may
bay...Dich vu & day chinh 13 san pham tiéu thy ctia khach hang va 1a san pham cung
ing cta cac Hang hang khong - vi vy san pham d6 can phai duoc thiét ké sao cho
phtt hop véi yéu cu cua khach hang.

Nhén vién giao tiép cia Hang hang khéng: Nhan vién giao tiép 13 nhiing
nguoi tryc tiép tao ra dich vu va cung tng dich vu cho khach hang. Trong qué trinh
cung tng dich vu ho phai tiép xuc véi khach hang, thyc hién cic giao tiép ca nhan
theo kich ban dich vu ctia doanh nghiép hoidc c6 thé phat trién dich vu theo hudng
c4 nhan hod. Nhan vién giao tiép ¢ day chinh 1a nhan vién ctia phong ban vé va dat
chd, nhan vién thuong vy, check-in va tro giup khach hang & san bay, tiép vién va
phi hanh doan trén may bay. Thai d0 phuc vu, kha ndng phuc vu va tinh chuyén

nghiép trong phuc vu s& dong goép mot vai trd rat quan trong trong viéc ning cao
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chét lugng cua dich vu va tao ra sy hai long cua khach hang. Nhitng nu cuoi tuoi
tan ludn nd trén moi, sy nha nhin va 18 phép khi néi chuyén véi khach hang chic
chan s& gitp cho hiang Hang khong ludn gianh dugc sy wu i ctia khach hang.

- Co s6 vdt chat cho viée cung tng dich vu: D6 chinh 12 nha ga va thiét bi
nha ga , san d0 va thiét bi san dd , mdy bay, trang thiét bi mat dat, trung tAm ban vé
va dat chd... Cac co s& vat chat nay s€ tac dong truc tiép dén dich vu tao ra. Thong
thuong cac co s¢ vat chét cling 1a mot bo phan cac dAu hiéu vat chét cta dich vu.
Co sd vat chat s& gitp cho viéc thac déy dich vu tién trién thuan loi hon. Thong qua
co s& vat chat khach hang c6 thé nhan thirc va danh gia vé chat luong dich vu. Vi du
mot Hang hang khong khai thdc nhiing may bay hién dai nhu Boeing 777-200ER,
bay dugc nhitng tuyén dudng xa khong phai nghi (transit) chic chin s& duoc khach
hang danh gia cao hon nhitng hang hang khong khac véi nhiing chiéc may bay véi
pham cap kém hon.

He théng 16 chirc néi bé: Bao gém cac quan hé va hoat dong nd1 bo gitr vai
trd quan trong trong viéc cung cap dich vu. Hé thong t6 chirc va co ché to chuc thuc
hién khong thé nhin thay nhu khi t6 chirc thuc hién dich vu. Hé thdng t6 chirc noi
bd chi phdi hau hét cac qué trinh hoat dong cila ca hé thdng, tac dong truc tiép toi
co s& vat chét va doi ngli cung ung dich vu. H¢ théng td chirc ndi bo bao gém:

= Ban gidm déc ciia Hang hang khéng.

»  Cac don vi thanh vién, cac bo phdn chirc nang.

= Co ché quan Iy va diéu hanh ciia hing.

Trung tdm ctia hé thdng to chirc ndi bo 13 ban giam dbc. Nhitng nha quan tri
t6i cao ctia doanh nghiép str dung cac cong cu chirc ning cling nhu nhitng dic diém
riéng biét trong diéu kién cu thé phu hop véi linh vuc kinh doanh. Thuc chat, hé
thdng t6 chirc ndi bd nay chinh 1a cach thirc quan 1y va diéu hanh cta hing sao cho
dat dugc nhirng muc tiéu dé ra. N6 bao gém rat nhiéu linh vuc lién qua nhu quan tri
nhan su, quan ly tai chinh, marketing, lap ké hoach kinh doanh...Mét hé théng quan
Iy tot giup cho doanh nghiép van hanh hoan hao, kich thich nguoi lao dong hing
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say va nhiét tinh trong cong viéc, chii dong xur Iy tinh hudng va sy ¢ hop 1y va do
do s€ nang cao chat luong dich vu cung tng.
1.1.3- NHUNG NET DPAC THU CUA DICH VU VAN CHUYEN HANH KHACH
HANG KHONG

- Khach hang la nhitng nguoi co thu nhdp o miec cao hodc kha

C6 thé thay voi gid vé khoang 1000 USD cho nhiing tuyén qudc té duong
dai, 500 USD cho nhing chuyén qudc t& ngan hoic gia vé khoang 200-250 USD
pho bién cho nhitng chuyén bay noi dia khong phai 1a mot mirc gia dé dang cho pho
bién tat ca moi nguoi. Vi vdy, vé co ban - nhiing nguoi ¢6 muc thu nhap thap
thuong it Iyra chon loai hinh dich vu nay néu nhu c6 dich vu thay thé. Khi phai tra
mot khoan tién twong ddi 1on dé mua dich vu nhu vay, khach hang doi hoi rat khat
khe vé chat luong cua dich vu.

- Dich vu mang tinh tiéu chuan hod cao

Dich vu van chuyén hanh khach bang duong hang khong da khong ngimg
duoc cai tién vé chat luong va da dat té1 muc do cao. V&i nhitng quy dinh hét strc
ngit nghéo ctia TO chirc Hang khong dan dung qudc té (ICAO- International Civil
Aviation Organization hay Hiép hoi van chuyén hang khong qubc té (IATA-
International Air Transportation Association), vi 1y do canh tranh va dé dap ung
duoc nhu cau cta khach hang, cac Hang cung cip dich vu da cb gang ning cao chat
luong phuc vu - chinh vi 1€ do, cé thé néi ma cho dén nay, vé co ban, thi dich vu
ctia cac Hang hang khong d3 dat dén nhitng tiéu chuan nhat dinh va c6 nhiéu nét
tuong dong xét trén khia canh k¥ thuat, tic 1a ciing sir dung cac thé hé may bay hién
dai, c6 hé théng an toan cao, cac thiét bi phu trg, quy trinh phuc vy hanh khach, xt
1y hanh ly... Tuy nhién, n6i nhu vay khong cé nghia 1a dich vu ma cdc Hang hang
khong cung cip 1a gidng nhau va khong co su khac biét. Sy khac biét hay vuot troi
clia cac Hang hang khong ngoai dua trén nhiing yéu t6 k¥ thuat tiéu chuan, nhiing

gia tri gia tang, nghé thuat giao tiép hodc cach thirc to chirc cung tng dich vu.
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- Dich vu dién ra trong pham vi khéng gian réng, va thoi gian dai.

Véi dédc trung nay, chit luong vé dich vu van chuyén hang khong chiu nhiéu
yéu to chi phdi tic dong manh vao, trong d6 16n nhét 1a van dé thoi tiét. Chat lugng
dich vu van chuyén hang khong s& phu thudc vao diéu kién thoi tiét trong pham vi
khong gian va thoi gian rong 16n, dic biét 1a nhitng chuyén tuyén bay dai.

- Tinh cap doi cua dich vu lon -dich vu co kha nang cong nghiép hod cao

Thiét bi may moc, trang bi k¥ thuat tac dong 16n qua trinh cung cap dich vu,
dé dang khai thac va 4p dung nhiing cong nghé méi. Him luong khoa hoc k¥ thuat
cao trong dich vu , ludng duoc ting dung céng nghé cao trong nhiéu linh vue. Can
6 su két hop va phéi ghép ctia nhiéu hé thong do vay doi hoi tinh ké hoach hoa, hé
théng quy ché, quy tic théng nhat va déng thoi doi hoi nhéan luc c6 trinh d6 khoa
hoc cong nghé cao. Hé théng dich vu nay cé dic diém két hop 2 dong chay cong
nghé va quan tri. Tinh phat trién va lién thong dong bo giita 2 yéu td nay s& cai
thién duoc chat lugng dich vu.

Pic tinh nay cho phép thuc hién quyét dinh phuong tién van chuyén tham
gia cdp d6i véi timg loai dich vu va hé théng quy ché kém theo tic dong truc tiép

td1 viéc san xuat va chat lugng cta dich vu.

1.2. MARKETING TRONG DICH VU VAN CHUYEN HANH KHACH BANG
PUONG HANG KHONG

Véi cach thic kinh doanh theo dinh hudng thi trudng nhu hién nay thi dé
gianh thang loi trong canh tranh, Marketing déng gép mot vai trd cuc ki quan
trong. No gitip cho doanh nghiép lua chon ding linh vuc dau tu, hiéu va thoa méan
duogc yéu cau khach hang, mo rong thi truong, ting doanh thu, ting loi nhuan...
Tam quan trong ciia Marketing duoc thé hién & chd hién nay Marketing khong chi
don thuan 1a cong cu cua doanh nghiép trong canh tranh ma con dugc coi nhu mot
dang "triét Iy" hay "nguyén 1y " kinh doanh. Trén quan diém nay, moi hoat dong
cua doanh nghiép tur 1ap ké hoach, trién khai thuc hién, danh gia va diéu chinh déu

dua trén thi truong, khach hang.
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Mic du Marketing c6 tim quan trong nhu vy nhung khong phai tit ca moi
doanh nghi¢p déu nhan thac va van dung dugc n6 mot cach thanh cong, dac bict la
cac doanh nghiép kinh doanh cung tng dich vu.

Trén thyc té cac cong ty cung ung dich vu thudng lac hau hon so véi cac
cong ty san xuat trong viéc sir dung va ap dung thyc té Marketing. Nhiéu cong ty
dich vu c6 quy moé nho nén Marketing ddi véi ho 1a rat ton kém va khong phu hop.
Mot sb cac to chirc dich vu da ndi tiéng tir trude cho nén dén thoi gian gan day van
chua cam thay can dén Marketing.

Ngay nay, khi tinh hinh canh tranh ngay cang quyét liét, chi phi ting , nhip
d6 ting nang suat giam va yéu cau vé chat luong dich vu ciia khach hang ngay mot
khiat khe thi cang nhiéu cac to chirc dich vu bat ddu quan tAm dén Marketing va céc
doanh nghiép Hang khong ciing khong nam ngoai xu hudng ay. Cac hang hang
khong da bat dau tién hanh nghién ctru khach hang va cac d6i tha canh tranh cia
minh d¢ thi hanh nhiing bién phap tich cuc dé thu hit khach hang vé hang cta minh,
ban dau chi 14 nhiing hoat dong mang tinh d6i pho nhung dan dan cac hoat dong
Marketing ctia cac Hing hang khong mang tinh chién lugc cao. Hau hét cac hing
Hang khong hién nay déu c6 bd phan chuyén trach vé Marketing v6i hé théng thong
tin, lap ké hoach va kiém tra thuong xuyén.

1.2.1 KHAI NIEM VA BAN CHAT

Két qua san xuat cua cic Hang hang khong 1a dich vu van chuyén hanh
khach nén viéc ap dung Marketing s€ c6 su khac biét so vo1 hang hoa thong thuong-
do 1a Marketing dich vu. Su khéc biét cua viéc ap dung Marketing 1a do su khac bié¢t
vé dic tinh gitta hanh hod hitru hinh va hang hoa dich vu.

Pham vi hoat dong cua Marketing trong dich vu rat rong. Su o) géng nd luc
Marketing duoc thiét 1ap va thuc hién trong toan bd qué trinh san xuat, phan phdi va
tiéu dung dich vu. Marketing dich vu doi hoi mot su ddi méi, mo rong gidi han
trong khai ni¢m, nhan thirc va phuong thirc hoat dong cua cac nha Marketing.

Nhitng nghién ctru gan ddy tai cac doanh nghiép déu cho ring Marketing

dich vu la mot cong viéc rat kho khan, phuc tap. Mat khac, céc tai liéu, ly thuyét
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Marketing hau nhu khong ¢ trg gitp dang ké niao cho cic doanh nghiép tham gia
trong linh vuc nay - day khong phai 1a van dé qua ngac nhién do bdi céac tai liéu
nghién ctru vé Marketing trudc day thuong liy hang hoa vat thé lam ddi tuong
nghién ctru . Cac hoc gia vé Marketing lai thuong it quan tAm dén cac doanh nghiép
trong cac nganh dich vy, do dé cac van dé cua Marketing trong cac nganh kinh
doanh dich vu hiém khi dugc ban luan hay dé cap trong cac tham luan hay cong
trinh nghién ctru cua ho.

" Marketing la lam viéc voi thi truong dé thuwe hién nhitng vu trao doi voi
muc dich thod mdn nhitng nhu cdu va mong muon cua con nguoi " hoic "
Marketing la mét dang hoat dong ciia con nguoi ( bao gém ca té chire ) nham thoa
man cdc nhu cau va mong mudn théng qua trao déi " - Philip Kotler. [12]

Hoac :

" Marketing la mot qua trinh quan ly mang tinh xd hoi nho do ma cac ca
nhén va tdp thé c6 dwge nhitng gi ma ho can va mong muén thong qua viéc tao ra,
chdo hang va trao déi nhitng san pham va dich vu cé gid tri véi nguoi khdc " [13]

Dbi v6i cac hang Hang khong thi dich vu 14 san pham chinh, cac hing hang
khong ban ra dich vu van chuyén hanh khéch va dich vu d6 chinh 1a cung tng cot
16i cua ho. Boi vai truong hop dich vy chi 1a mdt cong cu cua canh tranh thi phén
cot 161 ma doanh nghiép cung ng ra thi trudng chinh 14 hang hoa vat thé chit khong
phai 1a dich vy, dich vu ¢ day chi mang y nghia phu tro ma thoi- vi vay viéc ap
dung Marketing hoan toan khong phai 1a " Marketing dich vu".

Marketing dich vu c6 thé duoc dinh nghia nhu sau.: " Marketing dich vu la sy thich
nghi Iy thuyét hé thong véi nhitng quy ludt ciia thi truong dich vu, bao gom qud trinh thu
nhdn, tim hiéu, danh gid va thod mén nhu cau cia thi truong muc tiéu bang hé thong cdc
chinh sdch, cdc bién phdp tdc dong vao toan bo qud trinh 16 chire san xudt, cung g va
tiéu ding dich vu théng qua phdn phoi cdc nguon luc ciia t6 chire. Marketing dwoc duy tri
trong sw ning dong qua lai giita san phdm dich vu véi nhu cau cia nguoi tiéu dimg va
nhitng hoat déng ciia doi thii canh tranh trén nén tang can bang loi ich giita doanh

nghiép, nguoi tiéu dung va xa hoi "- Luu Van Nghiém. [16, Tr. 33]
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Khai niém trén da dé cap dén mot sé van dé co ban cua Marketing dich vu
nhu sau:

- Nghién ctru nhu cdu, dic diém nhu ciu cua thi truong muyc tiéu va nhing
yéu t6 chi phdi thi truong muc tiéu.

- Thoa man nhu cau ¢ hiéu qua hon cac d6i thu canh tranh trén co so khai
thac va huy dong t6t cac ngudn luc cua to chic.

- Thuc hién can béng dong cac mbi quan h¢ san phém dich vu ( loai hinh, sb
lugng, chét luong ) véi su thay d6i nhu cau cta khach hang.

- Can béng ba lgi ich : Lot ich xa hoi, ciia nguoi ti€éu dung va cia ngudi cung
ing trong su phat trién bén viing.

Dbi v6i cac hang hang khong thi hoat dong Marketing dién ra trong toan bo
qua trinh san xuat va tiéu dung dich vy, bao gdm giai doan trudc tiéu ding, tiéu
ding va sau tiéu ding. Qua trinh nay bao gém Marketing hdn hop cc nhan té quan
trong bén trong hay nhitng thanh phan tao nén mot chwong trinh Marketing cua
doanh nghiép. Thuc hién duy tri su thich nghi cac yéu to bén trong théng qua cac
giai phap, chinh sach cu thé véi nhitng yéu té thudc luc luong thi truong bén ngoai
nhu khach hang (hanh vi, dong co, thoi quen mua hang, quy mé nhu ciu ...), cac ddi
tht canh tranh, cac yéu té moi truong. ..

1.2.2 PAC THU MARKETING VAN CHUYEN HANH KHACH BANG BPUOGNG
HANG KHONG

Ngoai nhitng dac tinh chung cia Marketing dich vy, Marketing dich vu van
chuyén hang khong con ¢ nhiing dic diém riéng:
1.2.2.1-Trinh d¢ khoa hoc cong nghé cao

Dién tién Marketing cua cac hang hang khong 13 qua trinh tiép cén giita
ning luc bén trong cua doanh nghiép véi cac yéu to6 méi truong bén ngoai. Qua
trinh ndy quyét dinh sy thanh coéng cta chuong trinh Marketing. Thi truong ludn
ludn thay doi - d6 1a khé khan va thach thtrc cia Marketing. Hoat dong chuyén giao
dich vu 1a su tac dong qua lai gitra khach hang va nhan vién cung Ung dich vu , dé

la cac hoat dong tao ra dich vu va chuyén cho khach hang tiéu dung. Hoat dong nay
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quyét dinh chat luong dich vu va murc d6 hai long ctia khach hang sau khi tiéu dung
dich vu.

Xét trén khia canh bé ndi, qua trinh chuyén giao dich vu cta cac hing hang
khong dugc thyc hién qua qua trinh cung tng ctia nhan vién ( nhan vién phong vé,
nhan vién mat dat, tiép vién, phi cong...) trong viéc thuc thi vai trd va cong viée
ctia minh. Dé tao ra dugc dich vu téng thé, mot bod phan, mat t6 chuc cua Hang
hang khong khong thé dam nhan duoc. N6 doi hoi phai co su tham gia tich cuc ctua
cac tO chirc, cac bod phan cia doanh nghi¢p trong hé théng dich vu. Quan tri
Marketing can phai thuc hién quan 1y toan bd qua trinh hoat dong dé tao ra chudi
gia tri thich hop nham thoa man tdi da nhu cau ciia hanh khach dong thoi mang lai
hiéu qua kinh doanh cao nhét cho Hang hang khong. Nhu vy hoat dong Marketing
lién quan dén rat nhiéu céc to chuc, cic bd phan ctua Hang, cac to chirc d6 phai thuc
hién Marketing trong pham vi chtic niang ctia minh va sy phdi hop va cac méi quan
hé ndi bo nay chi phdi nhiéu dén sy thanh cong ciia Marketing.

Sy tham gia ctia nhan vién hing hang khong c6 mat ¢ hau hét trong tat ca cac
cong doan cua qua trinh dich vy, tir viéc goi dién dit va mua vé, cac dich vu trude
chuyén bay, trong chuyén bay va sau chuyén bay do vdy anh hudng ciia ho dén chat
lugng dich vu la rat 16n. Nhan vién phong vé, nhan vién phuc vu tai san bay, tiép
vién, phi cong... can phai ludn quan triét va hiéu rd tim quan trong lién quan dén
hanh vi va quy trinh cong viéc cia ho. Yéu cau ciia yéu td con ngudi dugc thé hién
& Nang lirc-ky nang va kién thic can thiét dé thuc hién dich vu , bao gom kién thirc
va k¥ nang ctia nhan vién cung cap, kién thirc va k§ ning cta nhan vién tro giup,
kha ning nghién ctru quan 1y diéu hanh cta t6 chic...; Cur xit lich si -La tinh lich
su, ton trong, quan tdm va than thién cua nhan vién cung céip dich vu. Nhan vién
giao tiép quan tAm t6i ctia cai, tai san ctia khach hang, Nhan vién cung cap thién
cam lich su, hap dan... va Ky ndng giao tiép - hudng dan cho khach hang bang 10i
n6i ngian gon dé ho hiéu va liang nghe ho. Chd y téi phong cach, thai do doi véi

nhirg khach hang khac nhau pht hop vé6i dic diém ciia ho. Cac nodi dung giao tiép
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bao gom: Giai thich dich vy, giai thich gi4 ca cta dich vu, giai thich su chuyén giao
dich vu va chi phi, bao dam véi khach hang cac van dé s& duoc giai quyét. ..

Ham lugng khoa hoc cao trong thiét bi s& yéu cau ham luong chat xam cao
ctia ngudi van hanh, kém theo d6 1a chi phi rat 16n vé chi phi dao tao va dao tao lai.
Vi du chi phi cho dao tao, dao tao lai va nang hang cho doi ngli phi cong cua cac
Hang Hang khong 1a rat 16n, chi phi bo ra 1on bat budc Hang Hang khong phai co
cam két phuc vu tor nhitng phi cong dugc dao tao va khai thac ho & muc cao nhét,
diéu nay s& dan dén sy phirc tap vé tuyén dung va quan 1y nhan su. Trén thé gidi, co
rat nhiéu trudng hop phi cong duge mot hing bo chi phi ra dao tao nhung sau khi
cap chung chi lai bay cho hing khac - nhat 1a theo quy dinh méi cia luat hang
khong hién nay, khi ma vi¢c cho phép stir dung phi cong cua cac Hang hang khong
dugc mo rong.

Mait khéc, khach hang tham gia qué trinh cung Uing chd dong md rong
nhan thuc va thyuc hién tieéu dung dich vu. B6 cling qua trinh giai quyét thod dang
cac mbi quan hé phat sinh giita cdc yéu to tham gia hoat dong san xuit cung ung
dich vu.
1.2.2.2 Tich hop héa nhiéu loai Marketing khdc nhau

Thi truong hoat dong Marketing cia cac Hang hang khong dugc mo hinh
hoé theo Hinh 1.3.

Trung tdm cta hé thong 13 thi truong khdch hang. 6 chinh 1a thi truong
dich vu van chuyén hanh khach cua Hang hang khong. Mac do tac dong cua thi
truong nay la xay dung méi quan hé lau dai véi khach hang va thu hut khach hang
moi. Co thé tiép can khach hang théng qua Marketing giao dich va Marketing quan
hé. Khach hang - thuc té 1a hanh khach di may bay - rat nhay cam vi vdy can nghién
ctru cac yéu to vin hod, x3d hoi, kinh té, chinh tri chi phdi ho, d6 1a nhimg yéu td
quan trong nhét trong viéc hinh thanh nén hanh vi mua ctia khach hang.

Thi trieong chuyén giao: Thi trudng nay dugc hinh thanh tir ndi tai giita cac

dich vu thanh phén, cac dich vy phu ctua hé théng qué trinh cung cép dich vu cua
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Thi truong
bén trong

Thi truong
cung cdp

Thi truong
chuyén giao

THI TRUONG
KHACH HANG

Thi truong
tuyén dung

Thi truong
uy luc

Hinh 1.3- So do thi truwong

cac Hang hang khong cho hanh khach ctia minh, vi du nhu dich vu van chuyén 0to
tir sin bay tdi trung tdm thanh phd va nguoc lai, dich vu cung cap suat an trén may
bay...Cac Hang hang khong can phai phéi hop hai hoa véi cic nha cung cép dich vu
nay, phu thudc vao nhau, cung cép dich vu cho nhau va cho khach hang. Dbén luot
no, cac hing hang khong lai tré thanh d6i tic hodc nha cung cap cho cc hing cung
cép dich vu khac, vi du nhitng cong ty kinh doanh I hanh du lich - trong khia canh
d6 thi dich vu van chuyén hang khong lai 1a mot by phan nho trong hé théng dich
vu tong thé.

Thi trwong cung cdp: Thi truong cung cap ngdy cang c6 nhiéu bién doi va trd
nén rt quan trong khéng chi d6i voi dich vu ma con ddi véi hang hoa hién hitu. San
xuat hang hod ngay cang phat trién, viéc phan cong lao dong ngay cang siu sic, sy
phu thudc 13n nhau trong san xuét kinh doanh ngdy cang nhiéu thi d6 13 nhén té cha
yéu thiic day thi truong nay phat trién. Mot s6 xu thé xuat hién trén thi truong nay

ma chiing ta can quan tam.
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Chiém ti trong rat 16n trong chi phi dau vao ciia cic hing hang khong 1a chi
phi mua va thué may bay va phu ting may bay, mua cac trang thiét bi phuc vu mit
dat. Ngoai ra, thi trudng nay bao gdm ca cic nha cung cip dich vu nha ga-sin
baycép xang dau,suét an, dich vu béo chi va giai tri... Viéc luya chon nhiing ddi tac
nay rit quan trong trong viéc dam bao cho Hang hang khong c6 su hoat dong 6n
dinh, khong ngat quing véi nhitng chi phi hop 1y va kiém soat duoc.

Tuy nhién, ngoai viéc duy tri cic mdi quan hé tot dep véi cac dbi tac truyén
thong thi cic Hang hang khong cling nén ¢b gang trong viéc phat trién, mé rong cac
ddi tac va cong tac vién, thuc hi¢n da dang hoa lyc lugng cung cép.

Thi truong tuyén dung: Ngudn lao dong c6 k¥ nang ludn can thiét va buc xtic
trong chuyén giao dich vu. Pay 1a ngudn lyc khong phai 1a doi dao dbi véi cac t6
chtrc kinh doanh noi chung va dac biét 1a Iinh vuc kinh doanh dich vu phtic tap nhu
clia cac hang hang khong. Thi trudng tuyén dung chiu sy chi phéi ctia nhiéu yéu o,
trong d6 bao ham ca yéu td phi kinh té nhu nhan khau, xa hoi, ty nhién. .. Quan h¢
cung cau trong thi truong nay dién ra rat phic tap va bién dong. Do vay yéu cau chat
lugng dich vu cao, nhu cau lai nang dong nén doi hoi lao dong vira cd ky ning
chuyén sau cao lai vira da dang hoa & mét s6 linh vuc. Vi vay ngoai nhiing k¥ ning
va kién thirc co ban, dé dap tng duoc yéu cau cia cong viée thi nhitng nhan vién nay
can phai qua mot vai cap hoc va phai c6 thoi gian thuc tap cong viée (viéc dao tao
chuyén sau do ban than chinh hing hang khéng thye hién la rdt quan .trong)

Thi truong uy lyc: DPay 1a mot thi truong thich hgp cho Marketing quan h¢.
Bang cac giai phap, chién luoc Marketing, cac Hang hang khong can phai tip trung
ngudn lyc dé thiét 1p cac quan hé cua minh voi cac nhém uy luc cua thi trudng
nhdm tao thuan lgi cho hoat dong kinh doanh ctia doanh nghiép. Cac tap doan uy
luc trén thi truong bao gdm cac tdp doan tai chinh, cac luc luong thi truong nhu
Hiép hoi tiéu dung, T chirc bao vé méi truong,

Thi trwong bén trong: D6 1a thi truong ndi bo trong cong ty bao gom toan bd
do1 ngli quan 1y va nhan vién cia Hang- d6 1a nhitng khach hang ndi bo. Céc khach

hang ndi bd nay cling ¢c6 nhu cau va mong mudn doi hoi doanh nghiép phai thoa
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man. Cac nha nghién ctru déu thira nhan rang chi khi nao thoa mén t6t duoc nhu cau
cua khach hang ndi bo thi ho mdi dugce gidi phong hét duoc kha nang sang tao, tu
duy, tri tué dé cung tmg dich vu c6 chat luong cao cho khach hang cia thi truong
bén ngoai.

Nhu vdy Marketing ciia cac hang hang khong 13 tong hop cila cac loai hinh
Marketing khac nhu bao gom : Marketing dich vu khach hang, Marketing quan hé,
Marketing noi bo, Marketing cac nha cung cap...
1.2.2.3 Tinh cip déi ciia dich vu chi phoi l6n dén hoat dpng Marketing

Chung ta d& dang nhan thay rang trong san pham dich vu van chuyén hang
khong thi c6 mot dic diém rat dé nhan thay d6 1a tinh “ cap d6i “ clia san pham.
Thuec té, thuat nglr “ cap doi “ dugc sur dung dé chi sy tham gia cia hang hoa hi¢n
hitu cho viéc san xuat va cung cap san pham dich vu. Véi cach thirc phéan tich qua
trinh cung cap dich vu hang khong nhu da dé cap ta thay rang dé c6 duoc mot dich
vu van chuyén hoan chinh, cic Hang hang khong phai thuc hién cung cap dich vu
tai rat nhiéu cac cong doan khac nhau tir dit vé giit chd, phuc vu hanh khach tai san
bay, phuc vu hanh khach trén chuyén bay va phuc vu hanh khach sau chuyén bay. O
mdi mdt cong doan d9, lai bao gém rat nhiéu khau nho khac. Tai cac cong doan cua
qua trinh dich vu nay, rat kho c6 thé dugc thuc hién mot cach hoan hao néu khong
c6 sy tham gia cta cac yéu to hitu hinh. Sy tham gia cta cac yéu t6 nay trai dai
trong subt qué trinh cung cap san pham dich vu cho khach hang. Hé thong dic vé
gitr chd dugc thyc hién qua cic phong vé, vin phong dai dién duoc trang bi cac
thiét bi va mang giit chd toan cau ( hién nay cac hing hang khong sir dung mang do
ARINC, SITA cung cdp ) voi két cAu va hé thong quan 1y rat tinh vi, viéc mua vé va
dat chd dugc thuc hién qua phﬁn mém kiém soat chd va hé théng tinh cudc, cac
trang thiét bi cia phong vé phai hién dai, tién nghi dam bao cho khach hang tién loi
va thoai mai cho khach hang. Cac dich vu tai san bay dugc thuc hién tai san bay véi
rat nhiéu céc loai thiét bi khac nhau : hé théng check-in phuc vu hanh khach lam thu
tuc lén tau v&i1 may in va doc thé 1én tau ty dong, hé théng bang chuyén van chuyén

hanh 1y ra may bay, hé thong kiém soat an ninh v&i mdy soi, cong tir va thiét bi phat
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hién chat n6, hé thong thong bao va hudng dan cho hanh khach bang dién tir , hé
théng lam mét nha ga va rat rat nhiéu cac loai trang thiét bj khac nira phuc vu hanh
khach. Va quan trong nhat vé mat k¥ thuat va chiém gia tri 16n nhat vé tai san d6i
v6i cac hang hang khong trong viéc cung cp dich vu cia minh 1a may bay. Khong
ai c6 thé pha nhan sy dong gop nay vao qua trinh tao ra san pham cia cac hing
hang khong, xét vé mat k¥ thuat day chinh la thiét bi chinh va thiét bi chu yéu tao
nén dich vu. Vi vay ngoai vi¢c tinh dén cac dich vu phu khac nhu an uéng, giai
tri... trén chuyén bay thi loai may bay nao, tam bay xa bao nhiéu, kha ning cit ha
canh... s€ la anh huong lon nhat dén chat luong dich vu trén cac chuyén bay. Vi
vay cac hang hang khong déu mong mudn trang bi nhitng chiéc may bay hién dai
nhat, c6 kha ning bay xa ma khong can nghi dé tiép nhién liéu ( non-stop ) , kha
nang chéng soéc khi gip khong khi xau cao... tuy nhién vi mirc gia tir 120 -150
triéu USD cho nhiing loai may bay hién dai nhu Boeing 777 hay Boeing 787 thi
day 1a mot bai toan twong dbi hoc bua cho cac hiang hang khong.

R rang, ta thay rang cac yéu td vat chat, cac yéu td hitu hinh ( véi tinh phirc
tap va tri gi4 16n ) ludn xuét hién trong qua trinh tao ra san phdm cua cac hing hang
khong. Vi vy cac hing hang khong can phai hiéu dugc van dé nay va cé bién phap
pht hop cho viéc nang cao hiéu qua va chit luong san pham ctia minh.

1.2.2.4 Pham vi thuc hién Marketing rong( cd thoi gian va khong gian )

Viéc thyc hién Marketing d6i voi cac hang hang khong s& bao gom ca
Marketing nhiéu loai san phém dich vu hd trg cho Marketing dich vu co ban. S€ c6
nhiéu t6 chirc, thanh phan va ca nhan tham gia. Mtrc d6 cung tng vé sd luong, chat
lugng rat khac nhau gilta cac dich vu. Murc do phtic tap va muc do khéc biét cua céac
dich vu rat cao do vdy Marketing quan hé va Marketing huéng noi gitt vi tri rat
quan trong trong Marketing dich vu. Do d6 Marketing dich vy hang khong can thuc
hién sy tich hop cac phdi thirc Marketing hdn hop gdm Marketing-mix cac dich vu
khac nhau cta hé thong.

Xét vé mit thoi gian, hoat dong Marketing ctia doanh nghiép hang khong

can bao quat theo toan bo qua trinh ctia hé thdng cac cong doan khac nhau cua dich
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vu. Hoat dong Marketing phai dugc trién khai hudng téi khach hang tir khi ho con
chua c6 nhu cau di may bay, dén khi ho st dung dich vu cua hing, két thuc dich vu
va st dung lai dich vu cta hang. Chinh sach Marketing va cac quy trinh phai dugc
thiét ké hoan hao dé sy phdi hop gitta cac quy trinh va cong doan ludn nhip nhang -
khong c6 cong doan thira ( din dén lang phi ) va khong c6 cong doan thiéu ( anh
huong dén chat luong tong thé cua dich vu) su thanh cong cia mdi cong doan s&
dam bao cho thanh cong chung trong chién lugec Marketing ctia hang. Mdi cong
doan, mdi bo phan ctia Hing Hang khong phai xay dung nhitng quy trinh van hanh
chung cho riéng minh phu hop véi quy trinh tong thé da dugc thiét ké.

Xét vé mat khong gian, hoat dong Marketing ctia hang hang khong can phu
khip céc doan thi truong cta hing ma thi trudng nay 13 rit rong 16n. Hau hét cac
hang hang khong 16n déu c6 nhitng tuyén bay xuyén chau luc v6i nhiéu diém dén
khac nhau. Vietnam Airlines 1a mét vi du, mac du chi 1a mot hang hang khong co
quy m6 nhé nhung mang bay cia Vietnam Airlines da bao gom 18 dudng bay noi
dia va hon 38 dudng bay qudc té ( bao gom ca Pong Nam A, Bic A, Chau Au va
Chau My ) — d6 1a nhiing thi truong rat khac nhau vé vi tri dja 1y, dic diém thi
truong, hanh vi ti€u dung, dac tinh van hod. Chinh vi sy khac biét ndy ma khong
thé ap dung mot cach thirc Marketing chung cho moi khu vuc thi truong khac nhau
ciia Hang Hang khong, cin phai co6 sy phan biét va phu hop hoa chinh sach
Marketing cho tirng phan doan thi trudong va khu vuc thi truong khac nhau.
1.2.2.5 Ham luwong khoa hoc cong nghé trong dich vu cao

Ham luogng khoa hoc cao trong hoat dong cua nganh duoc thé hién & trang
thiét bi sir dung va yéu cau cao vé ky ning van hanh. Dé t6 chuc hoat dong cia mot
hang hang khong thi can co nhiing trang thiét bi hét strc tinh vi va dat tién. May bay
13 mot vi du, chi phi cho mot may bay tAm trung hién nay 1a khoang 80-120 triéu D6
la My, di kém voi no 1a cac hé théng Radar, vé tinh, cac thiét bi quan trac khi tuong
cling véi tri gia rat 16n. Chinh vi vay Marketing can phai xem xét van dé nay vi né
tryc tiép lién quan dén chi phi hoat dong .Mbi loai may bay duoc thiét ké cho nhiing

tai trong va khoang cach bay dic thu. Su két hop gitta kich thudc, toc do va khoang
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duong bay s& quyét dinh tinh hiéu qua cua loai may bay d6. Vé co ban, thi nhiing
loai may bay than rong, vd1 dong co 16n va khoang cach bay xa s€ cho phép lam
giam gia thanh/ngudi/km, ngoai ra nhitng chi phi cho dich vu cit ha canh tai san
bay, chi phi khi may bay khong bay s& anh huéng dén gia thanh. Viéc may bay dat
duoc do cao va toc do toi da s& 1am giam tiéu hao nhién liéu. V§i nhitng tuyén bay
va thoi gian bay dai thi cac chi phi truc tiép va gian tiép dugc chia cho tong san
luong 16n hon do vay don gia s& giam xubng. Nguoc lai d6i véi nhitng tuyén bay
ngén thi don gia d6 s€ tang 1én do6 bdi chi phi cho dich vu cat ha canh va dich vu dd
may bay cao. Dé cai thién tinh hinh thi di c6 nhiing su khac biét co ban trong viéc
véan chuyén tuyén ngan va tuyén dai.
1.2.3-QUAN TRI CHAT LUQNG DICH VU CUA HANG HANG KHONG
1.2.3.1- Cdc cin cir khdch hang siv dung ddnh gid chit lwong dich vu
Mic du dinh nghia vé chat lugng c6 thé c6 nhiing cach khac nhau, tuy nhién
c6 nhitng dic diém chung vé chit lugng ma cac dinh nghia nay déu dong nhat.
Trudce hét, chat luong 1a duoc danh gia trong mat ngudi chimg kién — d6 1a khach
hang trong truong hop 1a doanh nghi€p kinh doanh chuyén nghiép. Thir hai, 1a viéc
that kho co thé biét 1am thé nao khach hang danh gia dugc chat luong néu nhu
khong hoi ho - mot Hang Hang khéng cin phai cé nhitng cong tic chuin bi cin
trong trong viéc xac dinh cai ma khach hang mong doi trong dich vu cua minh va
mitc d6 dap ung ciia dich vu ma ho cung cip dbi v6i mong doi d6 cua khach hang.
Khach hang thudong danh gia chit luong cua dich vu cia mot Hang cung cdp dua
trén 5 ti€u thuc :
- D9 tin cay: Kha nang thuc hién cac dich vu da cam két mot cach chinh xac
va tin cdy.
- Sw nhiét tinh: Sy sin long gitp d& khach hang va trién khai dich vu kip thoi
- Su chic chian: Nhiing thai do lich sy va hiéu biét dé lam tang su tin tudng
cua khéach hang
- Swu cam thong: Sy quan tdm, tham ho1 mang tinh ca nhan d61 véi khach hang

- Tinh hiru hinh: Co s6 vat chat, thiét bi, con ngudi, tai liéu hudéng dan. ..
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Do tin cay :

Trong 5 nhan t6 trén, cic nha nghién ciru cho rang nhan t6 do tin cdy 1a nhan
td c6 tinh chat quyét dinh ddi v6i viéec cam nhéan chat luong dich vu. Su tin cay thé
hién & nhu chic chén, giit tin nhiém ctua Hang hang khong cung cip dich vu ciing
nhu viéc gilt ding cac cam két, 101 hira. Vi vay, nha cung cip dich vu khong dugc
dua ra nhiing 101 htra vugt qua kha nang cua ho.

Do tin cy ciing lién quan rit nhiéu t6i qua trinh cung cip dich vu. Vi khach
hang ciing 14 ngudi tham gia vao qua trinh cung cap dich vu do vay ho truc tiép quan
sat dugc ban chat va thuc té cia vin dé. Néu trong qua trinh cung cap dich vu c6 nhiing
thyc té xay ra khong dang tin cdy thi that kho thuyét phuc khach hang tin tuéng ring
két qua ctia dich vu s& hoan hao. Khach hang s& cam thay lo ling vi ho khong chic
chan nhing gi s& dugc thuc hién tiép theo. Néu khac hang phai lo ling vi nhitng diéu
nay - can phai dat diu hoi dbi vai chat luong ciia nha cung cap dich vu.

Suw nhiét tinh

Su nhiét tinh thé hién béng su cO mat, san sang va san long gitip d& khach
hang. Yéu to nay lién quan dén sy céi mé va sy nhanh nhen cta nha cung cap dich
vu giai quyét cac moéi quan tdm, nhu ciu, cdu hoi hodc phan nan ciia khach hang.
Yéu tb nay cling lién quan dén su linh hoat ctia nha cung cép dich vu dbi véi yéu
cau mang tinh dic thu cta khach hang hodc khi cac diéu kién thay doi.

Khach hang c6 xu hudng rat tinh thong khi nhan biét dugc nhitng diéu ma
nha cung cap dich vu “ khdng thé lam dwoc “ hay “ khéng mudn lam” . Néu diéu
d6 thuc té 1a nha cung cip “ khdng mudn lam” s& gy an tuong vé sy kém nhiét tinh
trong con mat cta khach hang.

Sw chdc chan:

Phén 16n cac khach hang khé c6 kha ning chic chan dugc vé chat luong cua

két qua dich vu, do vay niém tin tr& nén rat quan trong. Piéu nay lai dic biét quan

trong doi voi nhitng dich vy ma khach hang cam nhan c6 do rui ro cao.
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Mtc do sau sic nhat ctia niém tin s& dugc cam nhan theo thoi gian. Néu
ngudi d6 st dung dich vu ciia Hing Hang khong trong nhiéu nim qua thi chic chin
mirc d6 niém tin s& cao. PG tin cdy cang cao thi cang ting cudng kha ning chac chan.

Vén dé s& phat sinh néu nhu khach hang chua ting sir dung dich vu Hang.
Vay lam thé nao dé Hang thé xay dung niém tin v6i khac hang méi cia minh ? S&
c6 mdt vai cach thirc dé 1am duoc didu nay. Cach thir nhat 1a dam bao sy chic chin
bang chinh hinh anh cia Hang Hang khong d6 , trong trudng hop nay mot Hing
noi tiéng thi chic chan co lgi thé hon rat nhiéu. Cach th hai 13 viéc xdy dung dan
dan su chic chian bang viéc tao ra cac sy tin tuong. Cach thir ba dé ting kha ning
chic chan va niém tin cho khach hang la viéc néu ro kinh nghi€m , lich sir phat trién
ctia Hang . Khach hang sé& tin cdy hon nhiéu ddi véi doanh nghiép c6 20 nam kinh
nghiém hon 1a mot doanh nghiép mai thanh lap.

Sw cam thong

T4t ca moi nguoi déu mudn ngudi khac ddi xir véi minh nhu 14 anh ta/co ta
rat quan trong. Kha nang 1am cho khach hang cam nhan duoc rang anh ta/co ta dugc
quan tam dac bi¢t, uu tién...la muyc ti€u chinh ma doanh nghi¢p cd géng dat duoc va
“ swr cam thong” can hudng téi. Pé ting kha ning cam nhan vé sy cam thong nay,
Hang hang khong can thau hiéu va ludn nhé nhiing dic thu vé mong mudn va nhu
cau ctia khach hang ctia minh. Mot hing cung cép dich vu chuyén nghiép can phai
phat trién mot hé thong cap nhat, luu trir va thong bao nhung thong tin vé khach
hang cua minh cling nhu co s¢ dir 1i€u cua ho.
Hiru hinh

RAt quan trong can phai nhan manh rang vi dich vu 1a phi vat chat cho nén
khach hang s& cin ctr vao nhitng tht hitu hinh nhw 14 dau hiéu cta chét luong. Nha
cung cap dich vu chuyén nghiép can phai chic chan rang co s¢ ha ting, may moc
thiét bi, nhan sy va tai lidu ctia ho phai duoc thiét ké dé truyén tai duoc nhirng hinh
anh mong muén. Hé théng may bay hién dai, rng rai , ndi that sach s&... chic chin

s€ 1a thu hut khach hang.
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1.2.3.2-Duy tri va phdt trién khdach hang chung thuy

Khach hang chung thuy s& s dung lai dich vu cua Hang, diéu dé s& ting
nang suat hoat dong ma khong phai dau tu tén kém, d6 13 yéu té quan trong cho sy
phat trién rong khap.

Tuy nhién, duy tri va phét trién khach hang chung thuy khong phai 1a
van dé don gian. Tham chi ngay ca d6i véi nhitng Hang hang khong c¢6 kha
ning cung cip nhitng dich vu c6 chat luong, viéc giit va duy tri khach hang van
la mot tht thach 1én. Nhitng khach hang ma dich vu cung Ung d4p tng duogc
ky vong cua ho thi ho thuong hai long, tuy nhién c6 nhitng khach hang ho roi
bo hing dé dén v6i nha cung cap khic ngay ca trong trudng hop ho van hai
1ong v6&i san pham ciia hang.

Theo nhu nghién ctru cia Burke Customer Satisfaction Associates (Burke Inc)
- mot trong nhitng cong ty nghién ctru thi trudng 16n nhat & My [52, Tr. 132] -
thi ho cho rang mot khach hang sé& 1a khach hang chung thuy véi hang chi khi
ma ho da dugc cung cép dich vu vuot hon cd sy mong doi cua ho - chit khong
phai chi 1a sy hai 1ong. Burke di dua ra cai goi 1a “Chi sé cua khach hang
chung thay” [52, Tr. 139] — Hinh 1.4. Bang chi s6 nay 1a dua trén cian cu
nghién ctru cua Burke, trong dé no thé hién réng dé c6 thé dat duogc su thoa
man cua khach hang chung thily, hang cung cip dich vu can phai hiéu duoc
bang danh gia cua anh ta hodc cb ta, trong d6 c6 it nhat 1a 3 tham sb. Do 1a :

I-  Sw hai long chung doi véi hing.

2- C6 mong muon tiép tuc sir dung dich vu cia Hang.

3-  Cé mong muodn gidi thiéu dich vu cia Hang cho nguoi khdc.

Néu nhu khach hang khong danh gia doanh nghiép v6i diém sb cao nhat d6i
v6i bat cr mot tiéu chi ndo trong 3 tiéu chi trén thi diéu d6 c6 nghia 13 ¢6 rai ro rat

cao khach hang d6 s& tir bo hang dé dén véi d6i thu canh tranh.
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Hinh 1.4- So do danh gid khdch hang chung thiiy
Ngoai ra, c6 thé co nhiing tiéu chi khac lién quan dén su chung thuy cua
khach hang, vi du nhu :
- Céc gia tri ma khach hang nhan duoc.
- Kha ning xem xét dé chuyén sang hing cung cap khac.
- Niém tin d6i voi doanh nghiép trong viéc khic phuc céc ton tai.
- Tuong quan vé chat luong ctua Hang véi dbi thi canh tranh.
1.2.3.3 - Hiéu biét vé hanh vi khdch hang
Tai sao mot khach hang, mic du hai long véi dich vu Hing nhung ho van tir
bo dé dén v6i hang khac ? Nhimg 1y do d6 thuong 1a :
- Viéc thay d6i nhu ciu hoiic hoan canh. Viéc khach hang luén tim dén
hang khi c6 nhu cau hoan toan c6 thé thay d6i. Pong co, hoan canh mua khac nhau

s€ rat dén cac hanh vi mua khac nhau.
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- Sy phat trién ciia ddi thit canh tranh. Giira khoang thoi gian ma khach
hang str dung dich vu ctia hing cho t6i khi anh ta hodic ¢6 ta cAn nhing dich vu tiép
theo, ddi thu canh tranh cua hang co thé d3 lam duoc nhiéu diéu dé thu hut sy chu v
ctia khach hang. C6 thé 1a d6 1a sy bo sung nhitng dich vu méi phu hop hon véi nhu
cau dic thu cua khach hang, c6 thé 1a vi tri cung cép dich vu méi tao diéu kién
thuan loi hon hoac cling co thé 1a khach hang cam nhan va c6 phan tng tich cuc vdi
quang céo cua dbi th.

- Anh huéng tir 16i khuyén ciia nguwoi khac. Mic di nha cung cap dich vu da
Jam khach hang hoan toan hai 1ong, tuy nhién nhiéu khi 161 khuyén cta ban be, dong
nghiép lai 1am cho khach hang chuyén sang nha cung cip khac. Khach hang c6 thé
nghi 1a ho da bo 16 mot vai co hdi nao do vé dich vu ma ban cung cép khong dugc
dugc hoan hao nhu ciia hiang khac ma ban bé, dong nghiép ho da duoc phuc vu.

- Su dap tng khong kip thoi. Nhiéu hing c6 thé mat di nhitng khach hang
don gian boi vi dd khong dap tng duoc nhu cau ciia ho mot cach kip thoi. Piéu nay
hay dién ra vao thoi diém c6 nhu cau cao vé mot loai hinh dich vu nao d6. Khi do,
khach hang dang c6 tam trang mudn duoc phuc vu kip thoi cong thém voi ndi lo Au
lién quan dén ban chat cua dich vy d6. Néu khach hang méi (va ca khach hang hién
tai) goi dién dén hing cung cap dich vu ma khong duoc dap tmg, ho s& chuyén sang
hang cung cip khac. Ly do nira c6 thé ho s& cam nhan thiy viéc cham tré trong viéc
dap ung nhu cau cia ho dong nghia voi su thiéu quan tdm téi ho. Tuy nhién, trong
nhiéu truong hop, nhiéu khach hang lai phan tng tich cuc véi diéu nay- viéc cham
dap ung thé hién su rt ban ron trong vi€c cung cép dich vu ctua hang cung ing -
mot tin hiéu cho thay su thanh cong va uy tin ciia hang cung tng. Phan 16n khach
hang cam thay thich tha khi hing cung cép ban ron nhu vay nhung van “ gianh thoi
gian cho ho “

- Kho khiin cho viéc tiép can. Mot hing cung cép t6t van c6 thé mat nhicu
khach hang néu nhu ho khong cung cép thoi gian hoat dong (cung cap dich vu) phu
hop hoac vi tri dia 1y cua co s& hang la khong thuan tién. Mac du rit nhiéu hang

mudn thoi gian 1am viéc 1 tir 8h sang dén 5h chiéu tir Thir Hai dén Tht Sau- tuy
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nhién phan tng thi trudng lai nguoc lai - d6 1a khoang thoi gian ma khach hang can
phai 1am viéc, dén cong s&, nha may va viéc nghi 1a rat kho khian nén kha ning tiép
can bi han ché. Do d6 sang Thir Bay, hodc gio mudn hon trong cic ngdy trong tuan
1a can thiét cho viéc dé tiép can ctia khach hang dén co s¢ cung cap dich vu. Thém
vao d6, vi tri ctia co s cung cp dich vu phai ¢ khoang cach hop 1y vé mit dia 1y va
giao thong.
1.2.3.4- Pwa chit lwong dat mikc cao hon

Nhu di dé cap ¢ phan trude, Hing Hang khong can phai ¢ gang dap ng
cao hon mong doi cua khach hang bang dich vu c6 chat luong chir khong chi don
thuan 1a dap trng dia nhu cau cua ho. Dich vu c6 chat luong co thé duoc dinh nghia
14 mot dich vu dwoc cung g & mike do cao hon trong méi twong quan véi mong
doi cua khach hang.

Vén dé trung tdm cua dinh nghia nay 13 “sy mong doi cua khach hang”.
Hang Hang khong chuyén nghiép can phai linh hoi dugc cach thirc ma sy mong doi
nay duoc tao ra , cu thé hon 1a ngudn gdc ciia sy mong doi nay. Cac nha nghién ciru
Marketing Zeithaml va Parasuraman da tién hanh mot vai cudc hoi thao lién quan
dén xac dinh co sé cua sy ky vong ctia khach hang [54, Tr. 59]. Ho da dua ra khong
dué6i 11 yéu t6 anh huéng dén su ky vong cua cac ca nhan khach hang ddi véi dich
vu clia cac hang cung ung. Dudi ddy, 13 9 yéu t6 quan trong nhat trong do:

1- Cam két vé dich vu : Rd rang 14 su ky vong vé dich vu ctia khach hang chiu

anh hudng rat 16n boi nhung didéu ma nha cung cap dich vu néi va cam két.

Do boi nhitng 101 htra, cam két d6 sé& chi ra nhimg ky vong cu thé. Vi 1y do

nay, nhitng nha cung cap dich vu can rat can trong va chi dua ra nhimng 1oi

htra, cam két c6 tinh xac thuc va chinh xac d6i voi nhitng khach hang c6 tiém

nang cua minh.

2- Nhirng cam két ngam hiéu: Vi cac dich vu 13 phi vat thé cho nén khach
hang thudng cin ctr vao cac diu hiéu c6 lién quan cho viéc danh gia chat
lugng. Ho c6 thé s& xem xét cac co s& vat chit cia Hang hodc gia ca cua

dich vu. Hang hang khong c6 van phong/chi nhanh trong mot toa nha dep,
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duoc trang bi nodi that hién dai va dat tién 1a co thé 1a mot dau hiéu cho thay
su thanh cong cua hing cung cap va ciling ¢ thé 1a gia dich vu sé& cao. Vi co
su ngu y tuong quan giita chat lugng va gia ca, do viy mot mirc gid cao
thuong duoc ngém hiéu 1a chét lugng dich vy cao. Do vay, nhiing khach
hang sin sang trd mirc gia cao hon sé& ky vong duoc hudng su quan tam 16n
hon va chat luong cao hon ctia don vi cung cﬁp dich vu.

Yéu ciu ciia dich vu phai sinh: Nhiéu khi ky vong ctia khach hang thuc té
lai chiu anh hudng cua ky vong cua chinh khach hang cta anh ta. Diéu nay
cling duoc hiéu nhu 1 nhu cau phai sinh.

Nhu cau c4 nhan: Nha cung cap dich vu chuyén nghiép can phai thau hiéu
nhu cu c4 nhan va mong mudn ciia khach hang ciia minh dé tir 46 ¢ ging
tao su dic thi hop 1y nhat mot cach co thé trong viéc dap Ung yéu cau cia
khach hang d6 ( vi du khach hang an chay hodc ¢6 nhu cau dn udng dic biét -
néu mot hang hang khong dép tmg yéu cau cua anh ta thi chic chin s& giy
duoc cam tinh va uy tin d6i trong sy danh gia cta khach hang d6 )

Tinh cip thiét cia dich vu : Ky vong cua khach hang c6 thé thay d6i do
két qua cuia cac ngoai canh tac dong dén nhu cau.

Cic dich vu khac nhau da dwoc trai qua: Néu mot nha cung cip dich vu
cang co nhiéu d6i thu canh tranh va khach hang cang nhan thirc dugc thuc té
thi ho cang ky vong vé dich vu c6 chét lugng. Khach hang s& khong dén véi
nhirng dich vy kém chét lugng néu nhu ho biét dugc réng ho ¢6 thé c6 nhiing
dich vu t6t hon & chd khac.

Hiéu biét vai trd ciia ¢4 nhian minh: Trong rat nhiéu truong hop, ky vong
cua khach hang con vu thude vao su hiéu biét ctia ca nhan ho vé vai tro hop
tac, phdi hop cua ho d6i voi dich vu cung cap.

Truyén miéng : Trong khi Hang khong thé kiém soat dugc ndi dung ma
khach hang ciia minh s& truyén dat y kién cta ho vé hing cho ngudi khéc,
tuy nhién ho c6 thé c6 nhitng anh hudng dén diéu d6. Hon nita, Hing c6 thé

c¢d gang kich thich va khoi day su truyén miéng mang tinh tich cuc théng qua
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viéc st dung nhitng truong hop cu thé nhu 14 nhan chimg chimg thuc phuc

vu cho quang céo.

9- Kinh nghiém truéc dé: Hoan toan co y nghia 14 viéc ky vong vé mét dich
vu trong tuong lai s€ , khong nhiéu thi it, dva trén co sé kinh nghi¢ém str dung
dich vu trudc diy cua khach hang. Hang cung cip dich vu can phai giit
nhing thong tin, sy ¢d trudc ddy voi khach hang dé c6 nhitng giai phap hoan
thién hon, dap ung tdt hon nhu cau cua ho.

Mot van dé cubi cing can thiét phai dé cap lién quan dén ky vong ctia khach
hang d6 1a ky vong d6 ludn thay d6i. Nhu khang dinh cia Ong J Willard Marriote -
ngudi sang 1ap cua Tap doan Marriote Corporation “ Thanh cong khong bao gio
1 cudi cing - Success is never final “[54, Tr. 132]. Mot hang cung cip hién tai
dang lam an rat thanh cong va cung cap cho khic hang dich vu tot, vuot qua sy
mong doi cua ho, tuy nhién ciing khong c6 gi dam bao rang thanh cong do6 s& van
tiép tuc trong twong lai. Ky vong cta khach hang c6 thé thay d6i rat nhanh cin ct
vao timg diéu kién hodc do su phat trién ctia d6i thi canh tranh. Do vy, hing cung
cap chuyén nghiép phai lién tuc theo déi va kiém soat dugc ky vong ctia khac hang.

Thuc té, hoat dong mot hang hang khong khong giong nhu don thuan nhu
kinh doanh khach san. Déy la 1y do tai sao ho lya chon nha cung ung dich vu
chuyén nghiép ngay lap tirc khi c6 nhu cau- viéc lua chon dua trén uy tin ciia nha
cung cip ciling nhu kha niang ma ho cam thy dugc. Diéu dé cho thiy rang phan 16n
nhitng ky vong ctia khach hang dién ra tap trung vao qua trinh ctia dich vu ( trong
thoi gian tién hanh dich vu ) hon 14 két qua cia dich vu ay.
1.2.3.5- Khiic phuc sw suy gidam vé chit lwong

Nhiéu khi moi viéc dién ra khong tdt nhu su mong muén va ké hoach cua
ching ta. Tham chi véi kinh nghiém va sy chu trong rat cao cla hang cung cép, van
c¢6 thé nha cung cap dich vu khong dap Gmg tét mot vai khach hang ciia minh. Mic
du trong hé théng hoat dong ctia minh, doanh nghiép d3 san sang cho viéc loai trir
céc 16i c¢6 thé xay ra, nhung viéc loai trir hoan toan 1a khong thé. Vi du Hang Hang

khong da cam két va lich bay, hanh trinh bay... nhung thuc té nhiéu khi khong gitr
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duoc cam két do cac yéu t6 vé thoi tiét, k¥ thuat... Khi viéc nay xay ra thi khach
hang ching ngan ngai va ndi thang v&i nha cung cdp rang anh ta/cd ta khong hai
long véi diéu nay. Cac nghién ciru cho thay 96% [54, Tr.88], trong sé khach hang
khong hai 1ong s& chang thay phién khi noi thang diéu d6 véi nha cung tng dich vu.
Con nhitng ngudi khong ndi 1én nhitng diéu kho chiu nay co6 thé c6 nhiing 1y do
khac nhau. C6 thé ho nghi rang nha cung cip khong quan tdm dén 101 phan nan nay,
hodc ho mudn tranh xung dot, hoac ho nay sé su dung nha cung cép dich vu khac.
Vé khia canh tich cyc, nhitng nguoi ma 1én tiéng phan nan thi lai ¢6 xu hudng st
dung lai dich vu ctia nha cung cip néu nhu nha cung cip nay c6 bién phap stra chira
dé 1am hai long ho.

Cach thtrc/cong nghé st dung dé khoi phuc lai chat lugng tir nhirng sy that
bai v6i khach hang vé mit co ban giéng nhu canh ing xr thong thuong trong cudc
song hang ngay. Vi du khi mot nguoi quén ngay sinh nhat hoic mot ngay 18 nao d6
ctia ngudi khéc thi ho s& xin 18i va c¢b gang dén bu tinh trang ndy cang sém cang tot,
va tim cach dé viéc nay khong tiép tuc xay ra.

Khi ¢6 sy ¢b xdy ra, thi viéc cang sém cang tot nha cung cap dich vu xtr 1y
van dé 13 yéu t6 quan trong nhat. Néu dich vu ma hing cung umg khong dat duogc sy
hai 1ong cua khach hang, hing cung tmg can lam cic budc sau:

- Xin 18i. Khi ban méc 13i, viéc dau tién ban can 1am 1a xin 16i mot cach chan
thanh va nhén trach nhiém vé 13i xay ra. Pung bao gio ¢ gang d6 18i cho
ngudi khac. Pung ¢b ging thanh minh nhiéu va quan trong hon 13 ding
bao gio 16 n6 di. Ban can phai nhé 1a muc dich cua nguoi cung cap 1a duy
tri niém tin cua khach hang. Néu nhu 18i xay ra khoéng phai 1a hang loat
ma chi 1a truong hop ngoai 18 thi khach hang thuong tin tuong va chap
nhan 101 xin 16i.

- Xir ly ngay. Nha cung tng khoi phiic 18i xay ra cang nhanh thi diéu d6 cang
t6t cho nha cung tng. Tdc do quan tam va xir 1y 16i 1a mot chi s6 thé hién su
gilr vitng cam két ciia mot nha cung cdp dich vu chuyén nghiép. Viéc cham

ché hodc thi€éu nhiét tinh s€ cang lam cho moi quan hé tré nén toi t¢ hon.
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- Dén bu cho nhirng bt tién ma khach hang phai chiu. Rat can thiét cho
viéc tim ra nhitng cach dé xu 1y 16i. P6 o thé 1a cung cip nhitng dich vu phu
tro thém mot cadch mién phi cho khach hoidc giri nhiing dau hiéu t6i khach
hang danh gia cao sy hop tac cua ho va thé hién su hoi tiéc vi tao ra sy bat
tién cho khach hang. DAu hiéu d6 c6 thé 1a mot tim vé cho mot su kién thé
thao hap dan hodc mot 151 moi di an tdi tai nha hang dia phuong. ..
- Tim nguyén nhén géc. Viéc xin 16i va xtr Iy van d¢ 1a chua du. Nha cung
cap dich vu khon ngoan s& cd gang tim ra dau la nguyén nhan gdc cia su cb
va xtr Iy tir 6. Muc tiéu 1a dam bao rang 15i 6 s& khong con xay ra nhira.
1.2.4 QUAN TRI NANG SUAT DICH VU CUA HANG HANG KHONG

Thuc té nhu cau van tai hang khong mang tinh thoi vu rat cao, nd phu thudc
rat 16m vao thoi tiét, cac mua 1€ hoi, cac sy kién thé thao, van hoa , giao luu va phat
trién kinh té, du hoc ... vi vy van dé quan tri ning suat cua cac Hang Hang khong
dé ludn dap ung day du nhu cau ludn 13 vin dé quan trong. Ké hoach Marketing
mot cach chién luge cho kinh doanh dich vu mang yéu t6 thoi vu nay dat ra nhiing
cau hoi rat quan trong:

- Mic do nhu cdu ndo ma Hang c6 thé dap ung tai thoi diém dinh?

- Lam thé nao dé Hang da hoa dugc 191 nhuén trong thoi gian c6 nhu cau cao
ma khong can phai chuyén d6i linh vuc kinh doanh chinh ?

- Lam thé nao dé kich thich nhu cau dé tiéu thu duoc san luong thira trong giai

doan thap diém?

Vén dé qua tai sé duoc giai quyét thé nio tai mua cao diém ?
Viéc quan tri cac méi quan hé giira cung va cip 1a thir thach d6i véi cac
chién lugc va kinh nghiém chién thuat ciia cdc nha Marketing Hang khong.
1.2.4.1.Qudn tri nhu cau ciia khdch hang

Hang Hang khong can phai ddi tmg véi rat nhiéu cac kiéu loai khac nhau
ctia nhu cau , tir nhu cau tich cuc cho dén nhitng nhu cau tiéu cuc. Tuy nhién,
nhitng mau nhu cau thuong gay nhiéu van dé nhat cho Hang cung ung d6 13 nhiing

nhu cau khong theo quy luat.



36

Tinh mau hong va tinh khong tach roi ciia dich vu hang khong dan dén viéc
rat khé c6 thé dat duoc su diéu hoa toan dién gitra cau va cung trong khoang thoi
gian tuong dbi dai tai thi trudong voi vi tri dia 1y cu thé nao do. Nguoc lai , cu va
cung lai phai pht hop vé mat thoi gian va khong gian. Viée du thira ning luc san
Xut tai mot thoi diém khong thé chuyén d6i sang thoi diém khac khi né dang thiéu
hodc nhu cau du thira tai khu vic nay khong thé dugc dép ung bang thiang du vé
cung & khu vuc khac.

Thanh cong vé mit thuong mai d6i voi mot Hang Hang khong dich vu trong
moi truong canh tranh va nhu cau ludn bién thién 13 tir viéc diéu hoa dugce nhu cau
va cung ung cua thi truong véi chi phi thép hon cuia dbi thu canh tranh, hodc/va véi
mot chat luong dich vu cao hon. Tai thi truong ty do, cac Hang Hang khong can
phai c6 cai nhin chién luoc vé luong nhu cidu ma doanh nghiép c6 muc tiéu dap tng.
Cu thé 13, Hang d6 can phai quyét dinh 1a s& dap tng nhu ciu & mua cao diém ¢
mirc d6 ndo — tip trung vao tri truong muc tiéu d6 cht khong cb ging dap tng mot
cach 0 at ¢ that bai veé tai chinh.

Khi cau 1én t6i dinh, Hing cung tmg s& chiang c6 dong thai gi va cir mic ké
cho khach hang xép hang chd doi. Thuc té day 1a mot chién luge tdi, diéu nay sé
khong nhing anh huong dén sy phét trién va méi quan hé trong dai han ma con lam
mat di nhiing co hoi ngén han. Mot chién luge kinh doanh theo kiéu cir cho “ khach
hang xép hang cho doi “ don gian 1a mot kiéu hoat dong dich vu rat dién hinh trong
moi truong khong c¢é canh tranh — vi du nhu mot hing hang khong doc quyén ¢ khu
vuc thi truong nao d6. Trong mdi trudong hoat dong c6d canh tranh, can thiét phai co
chién luge dinh huéng thi trudng mot cach chu dong hon, cac bién phap sau day
thuong xuyén dugc st dung:

- Nhu ciu sé& phai ludn dugc kich thich ngoai thoi gian cao diém bang cac yéu
t6 cua Marketing hon hop. Bién phap giam gia duoc sir dung bang nhiéu
hinh thirc khac nhau, géi san phém dich vu n6 thé duoc dinh dang lai tai mua
thép diém béng viéc bod sung thém cac dich vy, hang hod phu tr¢ khac. Hé

thong phan phdi c6 thé s& dugc t6 chirc thuan tién hon cho khach hang vao
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mua thap diém. Chién dich khuyén mai ciia cac hing cung ung dich vu dugc

tap trung vao viéc kich thich nhu ciu vao mua thip diém.

- Ciing twong tu nhu thé, nhu cau tai mua cao diém s& duoc han ché bot b:;ing
viéc diéu chinh cac chinh sich cua Marketing hdn hop. Gia thuong duoc
tang mot cach chién thuat mot cach truc tiép ( phu phi,...) hoic gian tiép (két
thic chuong trinh giam gia mua thap diém). Cac chuong trinh khuyén mai
duoc giam thiéu va kénh phan phéi don gian nhat.

1.2.4.2 Qudn tri ning sudt dich vu

C6 mot han ché 1a cac Hang Hang khong gip kho khan trong viée thay doi
mo hinh ciu cia thi truong. Va do vdy cac Hang d6 can xem xét dén viéc quan tri
nang suat cua doanh nghiép minh mét cach c6 hiéu qua hon dé viéc cung tGng theo
sat duge mo hinh cau ma né dang hudng t4i.

Pau ra ciia Hing hang khong duoc quyét dinh boi cong suét hitu ich cua co
sO ha ting va con ngudi. Mirc d6 ma nha cung tng dich vu ¢6 thé diéu chinh dau ra
dé phu hop voi sy thay d6i cua nhu cau 1a sy phan anh d6 co gidn cua cac yéu td
dau vao nay. Cong suat duoc cho 1a khong co gidn trong khoang thoi gian ngin vi
lac d6 viée ting cong suat 1a khong thé. Cong suat duge cho 13 co gidn khi viéc
cung umg c6 thé diéu chinh dwgc dép tmg duoc nhu cau- Viée cung tng ¢ do co
gidn cao cho phép nha cung tng ¢ thé dap ung duoc su thay doi ciia nhu cau trong
thoi gian rat ngin bang viéc ting hay giam cong suat. Doi khi, cong suat c6 thé co
gidn cho t6i mot diém cu thé nao d6, vuot qua diém do thi no lai tré thanh khong co
gidn. Vi du Hang Hang khong c6 thé dua thém may bay du phong vao khai thac ,
tuy nhién mic d6 dua thém d6 chi & mirc dén khi tit ca cac may bay di duogc st
dung, ngoai ngudng nay thi ho khong thé dap ung thém mic du van chua du dap
mg nhu cau.

Mic di, mong mudn rang viéc cung ng cic bd phan trong hoat dong cua
mot Hang Hang khong c6 su co gidn, linh hoat cang cao cang tot- tuy nhién, khong
thé xem xét cac bod phan nay mdt cach tach biét. Loi ich cua viéc co gian cua mot bo

phan nao d6 trong h¢ théng dich vu s€ bi phu nhan néu nhu nd khong duoc déng bo
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hoa cung véi su co gian cua cac bd phan khac trong hé théng do. Vi du, viéc tang
d6i ngii phi cong 13 vo nghia néu nhu khong ting duoc sb lugng may bay, hay mot
chién lugc thuc hién bao dudng may bay dinh ky vao mua dong lai tao ra van dé 16n
cho co s& bao dudng vi ho phai lam viéc qua tai. Do vAy, quan tri ning sudt can
phai x4c dinh dugc cac “nit cd chai® quan trong ma nd 1am giam kha nang dap ung
yéu cau cia khach hang.

1.2.4.3 H¢ thong dit truée ( Reservation )

Khi nhu cau vugt quéa kha ning cung va khi cac bién phap quan tri cung mic
du d3 duogc thye hién nhung khéng thé dép ung duoc nhu cau thi can thiét phai duy
tri hé thong “xép hang va dat trudc”. Thuc té viéc duy tri mot hé thong xép hang/dat
chd chinh thong thudng duogc st dung véi cac 1y do sau day:

- Trén quan diém t6 chirc hoat dong, mot hé thong dat chd trudc cho phép
Hang hang khong xéc dinh duoc dinh cta nhu cau. Trong truong hop cung
c6 thé co gidn mot cach hop 1y trong ngin va trung han, thi cung c6 thé duoc
diéu chinh dé dap mg dugc nhu cau nay - bang viéc ting cong suat dé dap
tmg nhu cau dot bién hodc giam coéng suat khi cau c6 xu hudng di xudng.
Theo cach nay, hé thong dit chd trudc ciia cac hiang hang khong co thé giup
ho c6 ké hoach cho d6i may bay ciia minh dap Gmg duoc nhu ciu cang cao
cang tot. Tuong ty nhu vay, viéc dit chd vdi s6 lugng khach hang thap sé
cho hang hang khong chu dong gidm cung, trdnh dugc viéc huy
chuyén/chuyén d6i khong can thiét — c6 thé gdy anh hudng x4u téi hinh anh
cua hang.

- Hé thong dit chd va xép hang cho phép Hang hang khong c6 thé thiét 1ap va
phat trién quan hé véi khach hang ngay & nhiing budc dau tién. Mdi quan hé
nay co thé duoc thiét 1ap & mtrc don gian nhat 13 viéc su dung dién thoai dé
biét duge nhu cau cua ho ciing mic muc do cam két ctua khach hang ciing
nhu ca nguodi ban va ngudi mua chic chan trong viéc xac dinh muc tiéu.
Thay vao d6, mbi quan hé nay s& duoc phat trién khi khach hang tiém ning

d6 tim t6i mot van phong dai Iy ban vé ciia hang dé giao dich.
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Viéc xép hang 1a phan khong thé tranh dugc cta qua trinh cung tng dich vu
khi ma viéc kiém soat va quan 1y cung ludn phu hop véi ciu 1a diéu khong thé.
Viéc xép hang/chd 1au s& 1a mot nhan t6 anh huong dén sy khong thoa méin cia
khach hang, dong thoi sy khong hai long ctia khach hang khi phai chd doi s& anh
huong t6i ca sy hai long chung ctia ho vé tong thé dich vu cling nhu quyét dinh cia
ho trong twong lai . C6 nhiéu cach tiép can khac nhau cho viéc xir 1y van dé xép
hang khi viéc xép hang 1a khong thé tranh khoi:

- Thau hiéu sy mong doi cta khach hang vé thoi gian chd doi : Cac khach
hang khéac nhau s& c6 ky vong khac nhau vé thoi gian xép hang va cho doi.

- Giam thiéu thoi gian chd doi thyuc : Pay 1a cach thirc tryc tiép nhat khi xir 1y
tinh hudng v6i van dé xép hang cho doi. Pé 1am duoc diéu nay, cac bién
phap hoat dong s€ tan dung t61 da cac thiét bi, cong ngh¢ tién tién, va viéc to
chtrc chu trinh phuc vu mét cach nhanh nhat

- Giam cam nhén cta khach hang vé thoi gian cho doi : Néu thuc té thoi gian
cho doi 12 khong thé giam nha cung ing van c6 cach dé lam giam cam giac
vé thoi gian cho doi nay ctia khach hang.

Ciing xin ding quén rang viéc xép hang 1a co hoi cho cac nha cung cip
dich vu va ciing 14 vin d& cho ho. Trong thoi gian chd doi, khach hang c6 thé
doc thém thong tin vé nhimg dich vu khac ciia nha cung ung. Tham chi, nha
cung mg c6 thé khuyén khich ho str dung dich vu cap cao hon thay vi phai chd
doi. Mot hiang hang khong c6 thé khuyén khich khach hang tir hang “ph6 thong”

véi thoi gian chd doi gian sang hang “ thuong gia “ ¢6 chd ngay.

1.3 KHAI QUAT VE CANH TRANH
1.3.1 KHAI NIEM CANH TRANH

Chung ta ndi rang, cong ty c6 loi thé canh tranh khi ¢ loi nhuan cao hon
muc trung binh. Ty suat loi nhuan thuong duoc xac dinh bﬁng mot ty s6 nao do, vi
du nhu 12 1g1 nhuan trén doanh thu (ROS) hoac loi nhuédn/tai san (ROA).

Nhan t6 quan trong nhit quyét dinh ty suit loi nhuan 1 mtc tong loi nhuin

duoc tinh bang tong doanh thu (TR) trir di tong chi phi (TC) chia cho tong chi phi:
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[1=(TR-TC)/TC

N6i cach khac [1 =1 (gia don vi san phim * lwong san phim tiéu thu) - (chi
phi don vi san pham * lugng san pham tiéu thu )t / (chi phi don vi san pham *
lwong san pham tiéu thy)

Doanh nghiép muén c¢6 muc loi nhuén cao hon muc trung binh ciia nganh thi
phai c6 mot trong cac diéu kién sau day:

- Gia don vi san pham ctia cong ty phai cao hon murc gia cia nganh va chi phi cho
mot don vi san pham phai twong dwong voi muc trung binh cta nganh;

- Chi phi don vi san pham phai thdp hon mic trung binh cta nganh va gia don vi
san pham phai twong duwong v4i mitc trung binh ciia nganh;

- Cong ty phai c6 chi phi don vi san phdm thap hon va gia don vi san phdm cao hon
murc binh quan cua nganh;

Vi viy dé dat duoc loi thé canh tranh, cong ty phai co chi phi don vi san
pham thap hon cac ddi thi canh tranh hodc phai 1am cho san pham cua minh khéc
vO1 san phém ctia ddi thu canh tranh dé c6 thé tinh gia cao hon hoac thyc hién déng
thoi ca hai cach.

Khi mét cong ty tinh gia san pham cao hon mirc trung binh ctia nganh tic 1a
dang tham gia vao viéc dinh gia cao hon. Pé cho khach hang cé thé chi tra mc gia
cao nay, cong ty phai ting thém gia tri cho san pham vé phuong dién tiéu ding ma
c4o d6i thu canh tranh khong 1am dugc. Tang thém gia tri doi hoi san pham cua
minh phai khac véi cac san pham ctia d6i thii canh tranh dudi mot goc do nao do vi
du nhu chat lugng hay thiét ké, thoi gian cung ung, dich vu sau ban hang, hd tro.
No6i mét cach rd hon tic 1a phai hoat dong t6t hon trén tat ca cac phuwong dién vira
ké trén.

Co bdn yéu td tao nén loi thé canh tranh: (1) Hi¢u qua; (2) Chat luong; (3)
Do6i méi; va (4) Nhay cam véi khach hang. Pay 1a cac yéu té chung xdy dung nén
loi thé canh tranh, chung biéu thi 4 cach co ban dé giam chi phi va khac biét hoa ma

tat ca cac cong ty c6 thé ap dung.
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Hiéu qua

Hiéu qua duoc do bang chi phi ddu vao can thiét dé san xuit mot lugng san
phém. MGt trong cac yéu td co ban nhat dé dat dugc hiéu qua cao la tan dung cac
chi phi diu vao va ting ning suit lao dong (ma thudng dugc tinh bing san
lugng/lao dong). Gia sir khong tinh dén cac yéu t6 khac thi cong ty c6 nang suat lao
dong cao nhat sé& 1 cong ty dat hiéu qua cao nhat do dat dugc chi phi thap nhat.
Chit lrong

San pham c6 chat lugng 13 san pham déang tin cdy cong viéc ma n6 duoc thiét
ké dé phuc vu va né cung cip tbt cong viéc d6. San pham co chét lwong cao co tac
dong gap hai 1an loi thé canh tranh. Tht nhat, cung cap cho cc san pham c6 chat
luong cao thoa man nhu cdu va nang cao uy tin va lam ndi tiéng nhan hiéu hang
hoa. Thir hai d6 1a anh huong cua chét luong dén ning suat. Chat luong cang cao thi
tiét kiém duoc chi phi va thoi gian 1am lai san pham hong.
Doi mdi

DP6i méi bao ham sy hoan thién vé san phém, day chuyén san xuit, hé théng
quan ly, co cAu to chtrc va céac chién luge. P6i méi thue sy 13 mot yéu td co ban
nhét cua loi thé canh tranh hién nay va tuong lai

Do6i méi thanh cong tao cho cong ty mot cai gi d6 dugc xem 13 duy nhit ma
cac dbi thii canh tranh chua c6 duoc. Pic tinh "duy nhat" nay cho phép cong ty lam
khac biét san pham ctia minh so v&i cac d6i thu canh tranh va c6 nhiéu kha ning
ban v&i gid cao hon. Noi1 cach khac, nd cho phép cong ty gidm chi phi don vi san
pham thap hon céac d6i thu.
Dap vng khach hang

Pé dap tng dugc nhu cau khach hang, cong ty can phai cung cip nhitng mat
hang dung v6i nhu cdu va dung véi thoi gian ma khach hang trong doi. Cong ty
phai bang moi cach xac dinh duoc nhu cu cua khach hang va thoa méan ho. Pong
thoi dam bao viéc cung cap san pham ding thoi diém ma khach hang can né.

Ngoai chét luong san phém, viéce sir dung céc dich vu trude, trong va sau khi

ban hang ciing ting cudng kha nang dap ung nhu cau khach hang.
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1.3.2 MARKETING - VU KHi CANH TRANH CUA CAC HANG HANG KHONG

Céac chién lugc chire nang c6 vai tro dac biét quan trong trong viéc dat duoc
hiéu qua, chat luong, d6i méi va dap tng khach hang- cac yéu td tao lap loi thé
canh tranh.

Chién luoc marketing 12 nhan t6 rat quan trong trong viéc nang cao hiéu qua.
Chinh thong qua hoat dong marketing, vi du nhu quang cdo, khuyén mai, doanh
nghiép gidm ty 1€ khach hang ro1 bdé va nho do, thuc hién gidm chi phi.

Mot hing hang khong can co loi thé canh tranh bang viéc thoa mén tot hon
nhu cdu cua khach hang — d6 1a su thoa man day du va hiéu qua hon so vdi cac hing
hang khong khéc. Dich vu canh tranh bﬁng hiéu qua gitra loi ich ma dich vu dem lai
va chi phi khach hang phai hao phi. Su hao phi cta khach hang c6 thé 1a tién , stc
luc va thoi gian hodc co hoi. Marketing s& gitip cho hing hang khong co thé lua
chon cho minh diing duoc phan doan thi trudng, tir d6 to chitc san xuat va cung Gng
cho viéc dap ung tot nhat doan thi trudng muc tiéu do.

Nhitng loi thé canh tranh ciia doanh nghiép co thé duoc thuc hién béng nhiéu
cach khac nhau, tir viéc tao ra dich vu ¢6 vu thé vuot troi,doi ngll con nguoi, co SO
vat chat dén viéc phat trién hé thé)ng phan phéi, qué trinh dich vu ...

Thuec tién di chimg to ring, so v6i Marketing hang tiéu dung, Marketing cua
cac Hang hang khong voi ban chat 1a Marketing dich vu ¢6 tinh phitc tap hon. Dé
hiéu rd tinh phuic tap ndy, cac 1y thuyét Marketing da goi ¥ thém vao 4P truyén
théng (San pham, Gia ca, Phan phdi va Khuéch truong) ciia Marketing huéng ngoai
2 bién s6 méi: Marketing huéng noi va Marketing quan hé (twong tac).

Marketing hudng noi chi ra ring cong ty can phai dao tao tit ca cic nhan
vién ctia minh (P5: person) theo quan diém thoa mén khach hang ttc 14 huy dong
toan bo cong ty ap dung Marketing tong thé hay tong chat luong.

Marketing quan hé nhdn manh rang chat luong dich vu cung tng gan chat véi
mdi quan hé ngudi mua/ngudi ban. Khach hang khong chi danh gia chat luong k¥ thuat
cta dich vu (nghiép vu c6 thanh cong hay khong?), ma con ca chét luong chire ning (nha

cung Ung c¢o tao ra sy tin tudng hay khong?). Thuc chat, chat luong dich vu chiu anh
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hudéng manh mé cua chinh qua trinh tao ra dich vu (P6: process) véi su hién dién cua
khach hang trong qué trinh d6. Do tinh chat vo hinh ciia dich vy, yéu t6 co s¢ vat chat
(P7: Physical Envidence) khong chi c6 vai trdo quan trong trong viéc tao ra dich vy ma

con gan vai hinh anh cua doanh nghiép doi vai nguoi tiéu dung.

Titpcidn truven thing cia marketing =an phdm Marketing dich ~u

Tang =& lubng khdch baog d &)

Mang cac higugua
mdiguan he

«J1 kbach haog

Trong so diu tif vé marketing trong linh vuc sian phim va dich vy

Hinh 1.5- Céch tiép cin Marketing

Theo mutc do canh tranh ngay cang khdc liét, cic hing hang khong phai
duong dau véi 3 thach d6 vé khac biét hoa, chat lugng va ning suat.

Do vay su dung cong cu Marketing nhu 1a vii khi canh tranh, mot hang hang
khong can co thé str dung cac chinh sach :

- Canh tranh béng san phém, dich vu

- Canh tranh bang céc process , cac chudi gia tri, cac dau hiéu vat chat

- Canh tranh béng co s& Vit cht, k¥ thuat

- Canh tranh bang yéu t6 con ngudi.

- Canh tranh vé gia, chi phi.

- Canh tranh trong truyén thong.

- Canh tranh trong phan phdi.
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CHUONG 2

THI TRUONG CANH TRANH TRONG VAN CHUYEN
HANH KHACH VA HOAT PONG MARKETING CUA
VIETNAM AIRLINES

2.1. THI TRUONG CANH TRANH TRONG VAN CHUYEN HANH KHACH
HANG KHONG
2.1.1-KHAI QUAT VE THI TRUONG QUOC TE VA KHU VUC

Tu khi hinh thanh dich vu van chuyén bang duong hang khéng, do
nhiing dac tinh uu viét ciia no, thi truong da cd nhitng budc phat trién vuot béc.
Van tai hang khong 1a van tai duy nhat cung cip mang dudng bay khap thé gisi
va 1a diéu kién rat quan trong trong viéc phat trién kinh t& va du lich. Theo
thong ké, hién nay 40% hang hoa xuat khau trén toan thé giéi dugc van chuyén
bang duong hang khong va c6 khoang 1,6 ty luot hanh khach di may bay hang
nim. Hién tai, nganh cong nghiép nay dang thu hat 28 triéu lao dong truc tiép
hodc gian tiép.[49, Tr.23 ]

Theo s6 liéu ciia To chirc Hang khong dan dung qudc té ICAO thi hién
nay hiép hoi nay c6 277 hing hang khong, ngoai nhitng hang hang khong qudc
gia ( flag carrier ) cac hiang hang khong khac ciing hoat dong rat hiéu qua.[49,
Tr.65] . Theo nghién ctru gan day cia ATW ( Air Transport World ) , dua trén
s6 lieu thong ké so lugng hanh khach x km (RPK - Revenue Passenger
Kilomet) tir thang 1 dén thang 9 nam 2007.[30, Tr.24], 20 hing hang khong
16n nhat thé duoc liét ké ¢ Bdng 2.1
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Bang 2.1- 20 Hang Hang khéng I1&n nhat thé gidi.
( Theo s6 liéu thong ké tir Thang 1 dén Thang 9 nam 2007)

1 American 157,958,001
2 United 139,711,723
3 Delta 132,235,646
4 Northwest 88,856,230
5 Continental 88,356,515
6 Air France/KLM 84,791,000
7 British Airways 80,465,000
8 Lufthansa Group 79,010,000
9 Southwest 64,814,156
10 Singapore 1 50,495,900
11 US Airways 49,002,684
12 Qantas Group 2 48,453,000
13 Japan Airlines 3 42,609,183
14 Cathay Pacific 41,943,146
15 Emirates 1 31,546,656
16 Korean 1 30,927,338
17 Iberia 1 30,425,000
18 Thai 2 29,259,110
19 Air Canada 3 28,702,951
20 America West 28,075,763

Nguon : Airport Transport World - 2007
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Bang 2.2 - Tinh trang hoat ddong ctia cac Hang Hang khong Chau A nam 2007

Hang Hang khéng | S8 luot Tang RPK Tang truéng | Hé s6 ghé FTK Tang
HK truéng (triéu) truéng

Air Caledonia 275 0.0 46 -0.1 4,115 -1.0

Air Hong Kong 100,102 -75.2

Air China 18,026 6.6 33,457 2.6 66.0 2,176,107 6.5

Air-India 3,707 10.8 14,731 16.9 69.5 368,135 4.1

Air Macau 1,270 -33.9 1,588 -29.7 64.4 47,389 38.4

Air New Zealand 9,620 5.7 22,691 5.6 74.4 824,000 8.3

Air Nippon 1 3,611 2,535 60.7 12,160

Air Pacific 2 454 9.2 2,872 13.2 72.6

Air Phillipines 1 463 254 55.7 4,081

All Nippon 2 42,251 -4.0 50,182 -6.4 63.6 1,312,183 47

Alliance India 1,525 6.0 1,098 1.7 59.5 8,035 11.7

Asiana 11,787 -5.2 16,725 -5.0 68.4 2,716,379 -1.3

Australian 474 2,700 62.7 70,965

Bali 1 163 44 77.4 13

Bangkok 1,270 1.7 676 5.8 58.7

Batavia 1 236 223 63.7

Biman 1,529 3.2 4,556 2.6 66.4 149,160 -13.1

Bouraq 1 812 658 74.9 16,495

Cathay Pacific 10,059 -21.5 42,774 -12.8 72.2 5,197,000 8.6

Changan 826 807 70.8 8,467

China Airlines 7,067 -13.1 23,734 -11.5 69.4 4,822,000 4.8

China Eastern 13,854 15.4 19,796 6.3 60.9 1,311,217 28.9

China Northern 6,443 4.8 9,061 3.6 65.6 187,042 6.6

China Northwest 3,172 -10.3 4,103 -12.1 59.1 79,484 -15.4

China Southern 15,564 -27.6 21,120 -27.0 63.8 1,094,922 8.9

China Xinhua 2,678 4,110 69.2 83,934

Continental 1,366 -4.6 3,697 4.4 66.7 61,256 -0.8

Micronesia

Dragonair 3,066 -11.1 3,848 -11.5 59.4 859,581 33.0

EVA 4,321 -9.9 18,133 -7.0 725 4,713,037 14.2

Garuda 7,726 5.2 13,133 -11.5 63.7 255,347 -26.0

Hainan 3,221 -13.1 4,264 -10.7 69.1 62,835 -13.4
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Indian 5,723 3.3 7,962 5.4 60.0 117,874 6.0

JAL 2 58,241 -4.8 93,847 -10.5 64.3 4,748,612 -0.9

Japan Asia 1 320 585 63.6 36,410

Jet 6,717 6.9 5,663 9.8 62.7 63,734 15.8
Korean 21,735 -1.9 39,981 -4.2 68.1 7,066,000 13.2
Kyrghyzstan 111 13.1 239 3.2 57.5 3,694 -19.0
Lion 1 1,904 1,624 48.5 21,709

Malaysian 15,144 -6.6 36,797 -0.3 66.7 2,175,664 13.1

Mandala 1 1,253 1,241 80.0 9,170

Mongolian 254 1.7 651 -4.8 61.2 6,851 -16.3
Nippon Cargo 1 2,464,878 24

Pelita 384 -14.0 176 -53.5 33.8 50,638 38.8
Phillipine 5,550 -2.3 13,720 1.5 72.8 1,710,000 24

Pakistan 4,556 9.4 12,011 11.4 69.6 346,607 -0.1

Qantas 2 28,884 6.5 77,225 2.8 77.6

Royal Brunei 955 -7.8 3,588 -3.4 61.2 148,703 -8.0

Sahara 1,713 53.4 2,042 475 59.7 22,178 15.8
Shandong 2,271 2,525 74.9 31,722

Shanghai 4,231 45 5,491 6.7 61.9 183,852 14.5
Shanxi 825 1,059 72.8 13,115

Shenzhen 3,503 4,560 76.1 81,391

Singapore 13,885 -15.1 63,940 -13.8 72.2 6,668,705 -1.3
Sichuan 2,222 2,730 65.9 79,146

SilkAir 861 -5.4 1,466 -0.2 62.4 14,431 -1.2
SriLankan 1,962 12.4 6,926 121 75.6 230,173 22.3
Star 1 418 172 79.8 1,452

Thai 17,301 -7.6 44,934 -7.4 69.9 1,764,485 -3.3
Vietnam 1,764 1.3 4,834

Virgin Blue 2 10,000 53.0 11,584 61.0 82.6

Xiamen 4,891 5,254 67.7 88,555

Xinjiang 2,148 17.5 4,094 45 52.4 60,121 -17.9
Yunnan 3,768 -4.2 3,964 -1.1 67.1 86,926 -9.5

Nguon :AAPA - 2007
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Trong s6 20 Hang noi trén thi chau A c6 dai dién 1a Singapore Airlines, Japan
Airlines, Cathay Pacific, Korean Air va Thai Airway voi vi tri tuong ung la 10,13,14, 16
va 18. Thuc sy ddy 1 nhitng hang hang khong rat 16n cia Chau A va 13 nhiing dbi thu
canh tranh manh mé ctua Vietnam Airlines hién tai cling nhu trong tuong lai.

Bang 2.2 du6i day 1a sb litu vé tinh trang hoat dong cia cac hing Hang
khong chau A nim 2007.[27, Tr.15 ]

Trong nhiing nim qua nganh dich vu van chuyén hang khong c¢6 hang loat
cac sy kién c6 anh huong 16n dén hoat dong, dién hinh ctia cac su kién 1a sy kién
11/9 tai My, SARS & Chau A, Chién tranh IRAQ, khung bd va céac sy kién kinh té
khac nhu gia dau, gia sit thép ting ... Piu nay tic dong rat 16n dén sy ton tai cla
Cac Hang hang khong. C6 thé ldy gia dau 1a mot vi du, theo tinh toan cia t6 chirc
IATA, néu nhu gia ddu & mirc 30 USD/thung thi lgi nhuan cia toan nganh s& 1a 3 ty
USD; O mitrc 43 USD/thung, thi kinh doanh cila toan nganh s& 14 ¢ diém hoa vén
va néu gia dau ¢ mirc 66 USD/ thung thi khoan 15 theo tinh toan s& 1a 3 ty USD [49,
Tr.4] . Hién tai, theo thong tin méi nhét gia dau hién nay la 120 USD/thung, diéu
nay gay kho khan rat 16n vé tai chinh cho cic hing hang khong va c6 thé 1a mot
trong nhitng 1y do quan trong cho viéc xuat hién cac Hang Hang khong gié ré.

Trong nhitng nim gan ddy thé giéi da chung kién nhimng bién dong 16n vé
chinh tri, an ninh va kinh té trén thé gioi, nén kinh té cta nhiéu nudc bi anh huong
nghiém trong; dac biét l1a ba nén kinh té 16n 1a My, Chau Au va Nhat ban lién tuc bi
chao dao v6i su phd san ctia mot sd cong ty 16n hang dau cua My sau nhitng gian
1an vé tai chinh, kéo theo nhitng anh hudng khong nho téi nén kinh té cua nhiéu
nuéc khac. Mic du vay tinh chung thi nén kinh té thé gii van c6 su ting trudng -
theo s6 liéu cia Ngan hang thé giéi ( WB) thi GDP toan thé gidi nam 2007 ting
1.7% .Nhitng dién bién bt loi néu trén di anh huong nghiém trong dén thi trudng
va nganh hang khong dan dung thé gidi. Theo s6 liéu ctia Hiép hoi van chuyén hang
khong dan dung quédc té IATA thi tong khach quéc té ludn chuyén nim 2006 toan
thé giéi giam 5,03% va ghé luan chuyén giam 7,76% so vdi sb liéu trung binh cia

03 nam trudc [49, Tr. 21] . Rat nhiéu Hang Hang khong di 1am vao canh kho khan |
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phai cit giam duong bay, doi bay, nhan cong, chi phi... va tham chi ph4 san nhu
SwissAir, Ansett Australia. Hang hang khong United Airlines - hang hang khong
16n thtr 2 cia My da phai dé don pha san do thua 16 kéo dai.

Tai chau Phi, viéc d6i m&i d6i ngii may bay dang cai thién dan ning luc tai
chinh va dem dén cho cac hing hang khong mot ludng sinh khi méi. Van chuyén
hang khong ludn ting tuy nhién van d¢ 12 ti 18 tai nan cia khu vuc ny rat cao (bang
khodng 10 lan so véi ti 1é trung binh cia thé giéi) day 12 méi quan tAm hang dau
cua céac hang hang khong khu vuc nay.

Tai khu vuc chau Au, viéc phat trién nhanh chéng cac hing hang khong gia
ré ( low-cost airlines ) di 1am thay doi nhu cdu cta nguoi tiéu dung ciing véi ky
vong vé muc gia. Pé coé muc gia thip, cac nha cung cip di thay doi chudi gia tri
cta dich vu nay bang viéc giam nhiéu dich vu bao quanh va pham cip dich vu co
ban cling dugc thay doi. Phuong tién bay va thiét bi kém theo chi thuc hién & mirc
t6i thiéu ma thoi ( thay may bay c& to, hién dai bang mdy bay trung binh, ¢& nho,
tang thém ghé trén cac chuyén bay, bo cac tuyén bay qua ngan, it khach...). Viéc
hop nhat 10 nén kinh té Tdy Au s& ting cic co hoi kinh doanh va du lich. Tuy
nhién, chi phi cao va cac quy chi hoat dong han ché dang 13 can trd cho sy phat trién
cua cac hang hang khong nay.

Trung Pong da c¢6 nhimg diu hiéu phuc hoi sau anh hudng cta chién tranh
va su bat o6n vé chinh tri. Viéc phat trién du lich khu vuc va dich vu chuyén tai
(transit ) 1a nhitng yéu t6 tich cuc déng gop vao su phat trién manh vé nhu ciu van
chuyén hang khong.

Nguoc lai véi nhitng birc tranh khong miy sang sua ciia cac khu vuc khéc,
cac hang hang khong Chau A 13 v6 cung linh hoat trong hoat dong. Trung qudc va
An Do c6 rat nhiéu tiém ning dé cai thién nganh cong nghiép van tai. Viéc phat
trién cac co sé ha ting di gop phan duy tri va nang cao ti 1é ting trudng. Van tai
hang khong ting 8,7% so voi nam 2006 va cung véi su phuc hoi ciia Nhat ban s&

lam ting ti 16 nay thém nira. Pong thoi viéc phét trién hang loat cac hing Hang
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khong gia ré tai khu vuc Pong Nam A dua dén nhiing trién vong mdi trén thi
truong. [49, Tr.65]

Trong nhitng nam t&i hing hang khong gia ré hang dau khu vuc Air ASIA
( Malaysia ) d c6 ké hoach mua thém 80 may bay dé ting gap doi lugng hanh
khach van chuyén, ValuAIR ( Singapore) mua thém 2 may bay A320 dé ting thém
dia diém bay dén, Tiger Airways ( Thai lan ) giam gia vé mot chiéu 50%, va tai Viét
nam sau hang loat nhitng kho khin vé tai chinh trong thoi gian vira qua Pacific
Airlines dang c6 dinh huéng chuyén sang phuong thirc hoat dong nhu 13 mot hing
Hang khong gia ré.[28, Tr.16 ] — tuy nhién theo nhitng thong tin m&i nhét tir Bo Tai
chinh thi véi su tham gia cua tap doan Temasek Holding cta Singapore, rat c6 thé
Pacific Airlines s& chuyén thanh hing hang khong gia hop 1y ( value based airlines )

Két qua hoat dong ciia cac Hang Hang khong Chau A theo so lidu ciia Hiép
hoi Hang khong Chau A - Thai binh duong ( AAPA - Assocciation of Asia - Pacific
Airlines ) .[27, Tr.76 ]  dugc thé hién & Bang 2.3.

Bang 2.3- Két qua hoat dong ctiia Cac Hang Hang khéng Chau A

DPon vi : trieu

Chi tiéu 2002 2003 2004 2005 2006 2007

S5 luong Hanh khach x KM (don vi: friéu ) a74484 | 506400 | 553870 | 537800 | 565949 | 59424645

Khanang Ghé xkM oo thécungodp ®onvifirh :téu) | 692914 | 708330 | 750200 | 756053 | 780,071 | 81907455

Heé s st dung ghé %) 685 715 738 71.1 726 7623
S& 16N hanh x KM van chuydn - (Bon vitinh : friéu ) 74919 83057 88,312 84,129 89,994 Q44937
S6 16N hang x KM c6 khd ndng van chuyén

®on vitinh: friéu) 114,721 121,852 126513 126456 132,064 138667.2
Hé s& khaithdic hang hod (%) 65.3 68.2 69.8 66.5 68.1 71.805

S luat hanh khdch vén chuy&n (Bon vitinh : nghin) 196,007 208217 220,745 223268 | 231,271 | 24283455

Kndi luong haing hod van chuyén 6,348857 | 7090350 | 7525756 | 7277987 | 7,843,197 | 8235356.85

Nguon : AAPA - 2007
Vi sb lidu trén, biéu do vé toe do tang truong RPK cua khu vuc Chau A duoc thé

hién & Hinh 2.1
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Tang trwéng RPK khu vwec Chau
A
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Hinh 2.1- Do thi ting truwéng RPK tai khu vwe Chdu A
Nguon: AAPA Annual Reports - 2007

Hau hét tit ca cac Hang hang khéng déu gip kho khin vé thi truong, vé ti chinh va
dang c6 ging chuyén doi hinh thirc hoat dong ctia minh dé ¢6 thé c6 mure loi nhuan t6i da.
Téng dung luong thi truong dugc hinh thanh tir thi truong trong nude va thi
truong quoc té cua cac Hang Hang khong Chau A nhu  Bdng 2.4[27]
Bang 2.4 — Dung lwong thij trwdng qudc té caa

cac Hang HK chau A

Ndm 2002 2003 2004 2005 2006 2007
sO LIEU HOAT DPONG TREN THi TRUONG QUOC TE

S6 long HANh khach x KM (don vij : friéu ) 390,466 419,203 466,163 443,995 467,534 490910.7

Khd nang Gh& x KM c6 thé cung cdp

(DBon vi tinh : fiéu ) 563,254 579,784 620,893 618,322 637,200 669060

Hé s6 st dung ghé€ (%) 69.3 72.3 75.1 71.8 73.4 77.07

S6 tan hanh x KM van chuyén

(Don vi finh : friéu ) 66,951 74,834 79,931 75,166 80,550 84577.5

S6 tan hang x KM c6 khd ndng véan

chuyén

(Bon vi tinh : friéu ) 98,037 104,619 109,606 108,507 113,759 119446.95

Hé s6 khai thac hang hod (%) 68.3 71.5 72.9 69.3 70.8 74.34

S6 Iot hanh khach van chuyén

(Don vj tinh : nghin ) 86,510 94,437 104,239 102,864 108,389 113808.45

Kh&i long hang hod van chuyén 4,979,802 | 5,664,682 | 5,868,641 | 5,612,331 | 6,162,089 | 6470193.45

Nguon : AAPA - 2007
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Cac Hang hang khong dang c6 xu hudng sat nhap véi nhau dé thanh lap
nén cac lién minh hang khong - dang ké nhat 1a lién minh Hang khong Chéu
Au va lién minh hang khong Chau A di hinh thanh va ngay lap tac duoc nam
trong danh sach 10 hiang hang khong 16n nhat thé gidi. Vé mat khach quan, sy
hop nhat 13 s& gitip cdc hdng hang khong chia sé va tan dung duoc loi thé cua
nhau dé khai thac thi truong mot cach hiéu qua nhat. V& mit chu quan, voi
nhiing bién dong thi truong xdy ra nim ngoai tim kiém soat va diéu khién cia
tirng hang hang khong riéng 1é bat budc cac hang hang khong phai lién két lai
v6i nhau dé co thé giai quyét duoc van dé.

Cac Hang hang khong khac déu c6 nd luc cai thién phuong thuc hoat
dong vé nhan sy, vé thi truong va cach thuc gia nhap cho phu hop véi tinh
hinh mai.

Trong vong 2 nam tro lai diy, mac du nhitng yéu td bat 6n cia nhiing
nim trude nhu chién tranh, khung b6, dich bénh van tiép tuc ton tai tuy nhién
kinh té thé giéi da chuyén sang giai doan ting trudong on dinh. GDP cua thé
gigi nam 2007 ting 5%, mutc cao nhat trong vong ba thap ky gan day [26] da
kéo theo ting truong cia van chuyén hang khong thé gidi. Theo IATA, lugng
hanh khach di lai bang dudong hang khong trén thé gidi nam 2007 ting 11% so
v6i nam 2006 [49]. Luong hang hoa van chuyén du kién ting khoang 10,1 %.
C6 hai yéu t6 ma IATA cho 1a dong lyc cila sy ting truong van tai hang khong
nam nay 1a sy ting truéng kinh té thé giéi va sy lan toa cua chinh sach tu do
ho4 bau troi va canh tranh manh mé&. Thi truong Trung quéc va An Do duoc coi
la nhitng khu vyc phat trién manh mé& nhéat. Khach van chuyén tai khu vuc Chau
A - Thai binh duong dy kién ting 8,3% [27]. Tuy nhién, c6 mot diéu rat dang
tiéc 1a mic du véi su phuc hoi va tang truong manh mé nhu vy, trong nam
2007 cac hiang hang khong thé gidi van thua 15 khoang 4 ty Do la. Nhu vay, céac
hang hang khong da thua 18 tong cong 42 ti Do la trong giai doan 2002-2007.
Theo IATA, chi phi nhién li¢u tang chong mat 1a nguyén nhan chinh lam céc

hiang hang khéong thua 15 trong nhitng nim qua. Theo nhan dinh cua IATA: ting
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truong va thu xudt ciia van tai hang khong thé gidi dang di theo hai hudng
nguoc chiéu nhau. Tinh hinh ting trudng ciia van chuyén hang khong cua cac

khu vuc trén thé gidi trong nim 2007 duoc thé hién tai Bang 2.5 [30, Tr.163]

Bang 2.5 — Tinh hinh tang trwéng van tai Hang khéng cac khu vwc

Chéu Phi 10.8% 9.3% 67.6 16.4% 10.2%
Chdéu & - Thal binh duong 23.6% 17.2% 724 15.3% 16.5%
Chau Au 10.9% 8.6% 75.7 11.2% 9.2%
Trung Béng 27.2% 23.3% 722 27.8% 27.1%
Bdc My 16.2% 11.3% 794 11.8% 9.3%
Nam My 13.3% 9.6% 740 11.6% 9.5%
Todn ngdnh 16.9% 12.9% 74.6 14.0% 13.0%

Nguon : Air Transport World - 2007

Thi truong hang khong dang c6 nhitng budc phat trién day trién
vong, ti 1& van chuyén trung binh ting 16,9% va ti 1é cung Gng cua
toan nganh ting 12,9%. Hé sé st dung gé trung binh 12 74.6% cho thay
cong tac dy doan nhu cau ctua cac Hing hang khong dugc thyc hién
kha tét - day 1a nhirng con sé rat dang khich 1¢é sau mot thoi gian bi
khung hoang. Hy vong riang trong thoi gian téi, cac Hiang hang khong
s€ nhanh chong thu dugc lgi nhuédn tir hoat dong cua minh.

Theo du bao ciia IATA, trién vong phat trién nganh cong nghiép
van tai hang khong tir nay dén nim 2010 sé& dién bién nhu duoc thé

hién & Bang 2.6.
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Bang 2.6 — Trién vong phat trién van tai hang khong thé gi¢i dén nam 2010

Cic tham sb ting truéng

Hanh khich Tan Hang ho4

KHU VUC PUONG BAY Nim 2006 Trung binh Nim 2006 Trung binh
2006-2010 2006-2010

Bac Pai Tay Duong 7.7% 52% 8.5% 4.8%
Trans-Pacific 9.9% 5.9% 10.3% 4.6%
Chau Au — Chau A-TBD 14.9% 7.1% 11.4% 7.0%
Chau Au — Trung Dong 18.9% 7.7% 7.8% 6.1%
Chau Au — Chau Phi 7.2% 5.5% 7.4% 5.6%
Trong khu vuc Chau A- TBD 19.5% 8.3% 12.0% 6.1%
Trong khu viyc Chau Au 7.5% 4.8% 7.8% 5.7%
Trong khu vue Chau My 9.3% 5.4% 4.4% 3.7%
Latinh va Caribé
Tong dwong bay quoc té 11.0% 6.0% 10.1% 6.0%
Tong dwong bay trong nuéc 5.9% 4.5%
Téng cac dudng bay 7.6% 5.0%

Nguon : IATA - 2007

5 thi trudng co toc do ting truong van chuyén hanh khach 16n nhat thé gidi

duoc thé hién & Bang 2.7

Bang 2.7 — 5 thi trieé'ng c6 téc dd tiang tredng van chuyén hanh khach I&n nhat

2006- 2010

5 thi trwong c6 toc do phat trién van chuyén hanh khich nhanh nhat thé gioi

trong giai doan 2006 — 2010

Nam 2006 Toc d ting trwdng trung
( triéu hk) binh giai doan 2006-2010
Trung Quoc 21.9 12.5%
Ban Lan 4.4 11%
Hungary 4.4 9.6%
Céc tiéu vuong quoc A rap thong nhat 17.7 9.3%
Cong hoa SEC 5.9 9.1%

Source: Passenger Forecast 2006-2010, IATA

Nguon : IATA - 2007
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2.1.2. XU HUONG HOAT PONG CUA CAC HANG HANG KHONG TRONG
TUONG LAI

Khung hoang hang khong trong nhitng nim qua do nhimng su kién kinh té,
chinh tri, xd hoi dd minh chiing rang nganh cong nghiép hang khong trén thé gidi
chua du d6 linh hoat va chua san sang v&i nhitng dot bién cua thi truong. Mat khac,
viéc kiém soat chi phi khong tot da 1am cho rat nhiéu cic hing hang khong dang
phai ddi phé véi nhitng khoan 16 khong 16. Chinh vi vay , dé c6 thé c6 dugc mot
trang thai t6t dep hon, khong ai khic ban than cac hing hang khong can phai co
nhimg giai phap tich cuc va co nhimg dinh hudng 16 rang. Dudi day 1 nhimg diém
chinh ma cac hing hang khong can phai chi trong - nhitng van dé nay da duoc duc
két va néu ra tai cac cudc hop thuong nién gan day cua IATA, ICAO ciing nhu céac
hié€p hoi hang khong khac.
2.1.2.1. Sw phoi hop

Duong nhu nhiing su kién gﬁn day cho théy viéc han ché hodc khic phuc
nhirng anh huong xdu nam ngoai gidi han ciia mot hang hang khong, cia mot qudc
gia nao d6. Chinh vi vy, van dé ting cudng su hop tac, phdi hop dong bd cho mot
hiéu qua chung dang 12 mbi quan tim cta moi hing hang khong, moi to chirc trong
nganh cong nghiép van chuyén hang khong.

Hién nay cac to chitc c6 lién quan dén hoat dong bay nhu cac sin bay, cac to
chtrc cung cép dich vu quan ly bay va dich vy hd trg cit ha canh rat nd luc trong
viéc cét giam chi phi. Nam 2004, do hop 1y hoa lao dong va ap dung cic cong nghé
m&i - Hang khong thé gidi da tiét kiém duoc 530 ty D6 la [30, Tr.57]. Céc san bay
cling dang c6 ging dé giam 18 phi san bay cho khach hang.

Chinh phu cac nuéc can nhén thirc rd tim quan trong cia van chuyén hang
khong va vai tro ctia né trong phét trién va hop tac kinh té, van hoa, chinh tri va xa
hoi ctia mdi qudc gia. T d6 ¢ chinh sach va nhitng quy ché hop 1y kich thich va
mo rong quyén han hoat dong ctia cac hing hang khong.

Hién tai chinh pht nhidu nuéc , thim chi ngay ca Cong déng Chau Au van

dang ap dung nhitng quy dinh rat 18i thoi lam gidam su linh hoat cta cic hing hang
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khong va budc cac hing hang khong nay phai chap nhan nhiing khoan phu phi rat vo
1y - dic biét 1a nhitng quy dinh vé trach nhiém trong viéc cham va huy chuyén bay.

Can giam thiéu sw kém linh hoat va phirc tap trong hoat dong ciia cac hang
hang khong. Van chuyén hang khéng phu thudc rat 16n vao sy phét trién va suy
thoai cia chu ky kinh té. Nhitng ct séc gan day 1a nhitng lidu thude thir thiét thuc
nhat cho tinh linh hoat trong hoat dong ctia nganh. Mic du vy, v6i hang ngan méy
bay khong khai thac, nhiéu hang hang khong lao dao song céc rao can dé gia nhap
thi truong hodc phuong thirc, quy ché hoat dong thi khong hé thay ddi. Viéc kiém
soat gia ca ddi voi cac hing hang khong tré nén rat kho khin - bén canh do, nhiing
van dé khac lién quan dén nguoi lao dong nhu sa thai, sap xép lai nhan su ciing
gip rat nhiéu tré ngai. Mit khac, voi md hinh hoat dong theo kiéu truyén thong cia
cac hiang hang khong thi c6 qua nhiéu phirc tap tir d6 1am phat sinh thém nhiéu chi
phi va cac hiang hang khong hoat dong trong hé thong van phai chiu nhiéu ap lyc.

Vi vay trich nhiém ctia cic hing hang khong trong thoi gian t6i 1 van phai duy
tri dugc mot hé théng duong bay hop 1y tuy nhién phai loai bé dugc nhiing phirc tap, bat
hop 1y trong qua trinh khai thac thi truong dé tir 46 ¢6 thé giam duoc gia thanh.

Muc ti€u lau dai cua nganh hang khong 1a khong chi hinh thanh " cdc hang hang
khéng gid ré " ma phai 1a " Nganh céng nghiép gid ré ", tuy nhién dé dat dugc diéu
nay thi khong chi phai can su ¢d ging cua cac hiang hang khéng ma cin c6 su nd luc
va phdi hop chung cua cac t chirc, cac thanh vién ctiia nhu cua cac chinh phu.
2.1.2.2. Don gidn hod

Viéc don gian hoa cac thu tuc va phuong thirc hoat dong khong nhirng mang lai
loi ich cho nha van chuyén ma con cho khach hang. Muc tiéu 1a mot mit van nang
cao duoc chat luong dich vu cho khach hang mit khac van tiét kiém duoc chi phi
theo tinh toan 1a khoang 3 ti P6 la mdi nim .[30, Tr.101] . Viéc don gian hoa nay
1a dya trén nhitng 1y do dudi day:

- Tinh hinh tai chinh kho6 khan cta cac hang hang khong trong 3 nam quan.

- Thay dbi méi trudng hoat dong v6i nhiéu guong mit méi tham gia thi trudng.
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- Su xuét hién va ung dung cia rat nhiéu cac cong nghé truc tuyén méi doi

v6i cac nganh khac nhau.

- Ky vong cua khach hang vé cac dich vu nhanh choéng, thuén tién.

Véi nhimg 1y do ndy, cac hing hang khong quyét tim thyuc hién don gian hoa cac thi
tuc va hoat dong ctia minh, cac hing khong da sé tap trung vao 4 yéu t co ban sau :

Vé dién tir : Di voi khach hang khong phai lo lang cho viéc gin giir vé va ciing
khong phai so bi mat vé nita ( diéu nay 1a cuc ky phién toai ddi véi viéc st dung vé
gidy thong thudong nhu hién nay), va ho ciing khong phai xép hang chd mua vé gio
chot. Mat khac, st dung vé dién tir ndy ho hoan toan c6 co hoi va chu dong sir dung
nhing gia tri gia taing khac qua quay dich vu tu dong ( Self-service Kiosk). Déi véi
cac dai 1y ban vé thi sir dung vé dién tir cho phép ho co rat nhiéu thuan loi trong
viéc quan 1y va thay d6i ma khong can phai sy c6 mit cta khach hang. Déi véi cac
hang hang khong, theo du kién s& tiét kiém dugc khoang 9 D6 la /hanh khach néu
sir dung vé dién tir thay vi vé bang gidy nhu hién nay.

Hién tai, IATA dang rat tich cuc trong viéc xay dung va phat trién tiéu chuan
nganh méi cling nhu dang tién hanh viéc dao tao chuyén siu cho viéc mo rong ung
dung va khai thac vé dién tir va dac biét 1a vé dién tir interline.

Quay dich vu tw dong: Pugc viét tat 1a CUSS cho phép cac hing hang khong va
khach hang co thé sir dung nhiing dich vu v6 cung tién dung tuong ty nhu véi hé
théng ATM cua Ngan hang. V61 viéc ing dung thiét bi nay, no s¢ tiét kiém rat
nhiéu cac khoang khong gian cho cac san bay - ma hau hét khoang khong gian
cac san bay nay ngay cang chat hep do lugng hanh khach ngay cang tang. Viéc
st dung thiét bi ndy cho phép tit ca cac hiang hang khong déu cé thé khai thac
chir khong phai mdi hang hang khong déu phai c6 mot hodc mot vai quay lam
thu tuc riéng. Mot dac tinh rat hitu dung cua né l1a néu st dung CUSS thi khach
hang khong ctr phai lam céac thu tuc 1én may bay ( check-in ) tai sin bay ma
hoan toan c¢6 thé thuc hién & cac dia diém cong cong khac nhu bén tau/xe buyt,
sanh khéch san, bai dd 6 t6...

Tiéu chudn md vach: IATA gan day da phat trién va ban hanh tiéu chuan ma

vach cho thé 1én may bay. Muc dich 14 giam thiéu viéc xép hang tai san bay va giam
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thiéu chi phi cua cac hing hang khong lién quan dén qua trinh lam thi tuc 1én may
bay ( check-in). Khach hang c6 thé in thé 1én may bay cta minh tai nha, van phong
hay noi lam viéc va khong can phai xép hang nita. Ho chi can phai thyuc hién giao
dich véi hé théng Quay tuy dong véi nhitng thao tac rat don gian va nhanh chong.
Cac hang hang khong s& c6 nhiéu sy Iya chon cho viéc cung cép thé 1én may bay
(boarding pass) vé&i nhiéu cong nghé khac nhau. Viéc str dung thé 1én may bay
dung cong nghé ma vach cling s€ trg gitip cho hinh thure vé dién tir.

Quan 1y hanh 1y ciia khach hang bang dinh dang tan sé vé tuyén: IATA da cho
phép ung dung cong nghé dinh dang vo tuyén (Radio Frequency Identification -
RFID) cho viéc quan 1y, theo doi va xur ly hanh 1y cua khéach hang. Véi cong nghé
nay, cac san bay/hing hang khong c6 thé giam duoc ti 18 hanh 1y bi xir Iy nham ,
tang cuong kiém tra an ninh va day nhanh tién trinh xir 1y hang 1y. Do boi khong sir
dung thiét bi quang hoc nhu hién nay, cong nghé nay s€ loai trir hoan toan viéc
khong doc dugce hodc doc sai cac thong tin trén nhidn hanh 1y ma diéu nay 1a rat
quan trong trong viéc phan loai hanh 1y cho cic chuyén bay - dic biét 1a nhiing
chuyén bay ndi chuyén giira nhiéu dia diém va nhiéu hang khac nhau. Pong thoi
cong nghé nay cling cho phép xac dinh vi tri ciia cac kién hanh 1y khac nhau trong
container ma khong thé doc quét dugc bang thiét bj quang hoc. Tom lai, cong nghé
nay 1a mot céng cu quan trong cho phép viéc giam ti 16 hanh 1y that lac va gitp cho
khach hang c6 nhiing chuyén bay hai 1ong hon.

Hién tai, ¢ thi trudng My, di c6 gan 100% cac hing hang khong tiép can t6i
cong nghé vé dién tr & nhitng duong bay noi dia, ti 1& ndy & cac dudng bay quéc té
1a 12% [30, Tr.22] . Tt ca moi ngudi déu nhan thay nhiing tién ich va hiéu qua
clia cac ung dung méi nay va chic chin rang trong mot tuong lai gan, do 1a tiéu
chuan cho nganh cong nghiép van tai hang khong.
2.1.2.3. An toan

An toan da, dang va ludn sé& 14 uu tién sé mot cho van tai hang khong. Hién
tai nganh da dat dugc muc do cao vé hé sd an toan, tuy nhién van dé nay can ludn

phai duogc tap trung chu trong va nang cao hon nira.
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Hién tai cac hang hang khong va cic to chirc trong nganh dang ¢ gang
cam két dé dat cac tiéu chuan cia T6 chic qudc té vé an toan ( International
Organization of Safety ) voi 3 tiéu diém chinh 14 :

- Tiéu chuan toan cau vé kiém soat an toan.

- Qua trinh kiém so4t an toan dugc don gian hoa.

- Cac bién phap bao dam an toan hi¢u qua hon.

FAA, ICAO dang hd tro tich cuc cac thanh vién cua minh cho viéc ding ky
dé dat dugc cac chimmg chi an toan nay. Pong thoi, cling cam két rang tat ca cach
thanh vién ciia IATA s& ding ky céac tiéu chuan nay. Pay thuc su rat c6 y nghia dbi
v6i cac thanh vién cua IATA.

Dé minh ching cho diéu nay, IATA dang nd lyc trién khai lam viéc véi cac
hang hang khong , cac to chuc khai thac va cac thanh vién tham gia dé thuc day va
thong nhat qua trinh tiéu chuan hoa nay.
2.1.2.4. An ninh

Cung v6i van dé an toan, an ninh ciing 1a vin dé ma hang khong phai cam
két voi 1.6 ty hanh khach hang nim ciia minh.Viéc don gian cac thi tuc kiém soat
an ninh duoc tiéu chuan hoa 1a van dé thiét yéu. Viéc dam bao an ninh lai phai duoc
thuc hién mot cach it phién phirc nhat cho khach hang ( khong phai moi khach hang
déu sin sang cho viéc nay ) 1a mot cong viéc khong hé don gian. Piéu nay can phai
dugc thyc hién cung véi sy trg giup tich cyc cua cac cong nghé, cac td churc nghién
clru va cac to chirc an ninh khac.

Tinh trang khan cap sau su kién 11 thang 09 bat budc can phai c6 bién phép tich
cuc va hd trg cao ciia chinh phil. Tuy nhién, di nhiéu nim trdi qua ma nhimg bién phap
dam bao an ninh cua cac chinh phu ciing chi mang tinh d6i phé méc du tinh trung binh
hang nam da c6 khoang 5 ti P6 1a My dugc chi ra cho céc bi¢n phap an ninh.

Trong thdi gian sap toi, cac san bay s& phai trang bi nhirng trang thiét bi an
toan hon nhu thiét bi may soi dung khong gian 3 chiéu, thiét bi phat hién chat n6
ding cong nghé IMS/ITMS ciing nhu céac thiét bi kiém tra ho chiéu, visa... Pong
thoi cac bién phap an ninh chuyén nghiép khac ciing phai dugc trién khai 4p dung

cho phép dat dugc su kiém soat toi da vé an ninh.
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2.1.3. VI THE CUA VIETNAM AIRLINES VA THI TRUONG MUC TIEU

Hang hang khong qudc gia Viét nam 1a mot trong nhitng hang hang khong
tré nhat trén thé gioi. Pé c6 thé hiéu rd hon vé tam voc, thi truong va canh tranh
cia Hang, trudc hét chung ta s& phan tich s liéu thong ké gan dy nhét cia Hiép
hoi Hang khong Chau A - Thai binh duong cila cac thanh vién cua Hiép hoi, trong
d6 c6 Vietnam Airlines . Pé dam bao su khach quan vé 6 liéu so sanh va véi muc
tiéu chi phan tich vé quy md, ching ta sir dung s6 liéu ciia toan bd cic tuyén bay
trong nudc va ngoai nudc ciia cac Hang hang khong. Néu nhu véi muc dich dé phan
tich ning luc canh tranh thi nén chi sir dung s6 lidu trén cac chuyén bay qudc té va
khong bao gom sb lidu cta cac chuyén bay ndi dia.
S liéu vé sb luong hanh khach van chuyén va RPK vén chuyén nim tai khoa 2006

va 2007 duge thé hién & Bdng 2.8. .[27, 28]

Bang 2.8- Sé liéu van chuyén cua cac Hang HK Chau A nam 2007/2006
Hang HK S6 lugng hanh khach ('000)

% Thay d6i

San Iugng khanh khach x km - RPK ('000)
Nim 2005/06  N3m 2006/07 % Thay ddi

Nim 2005/06  N&m 2006/07

BI 1,018 989 2.8) 3,699,122 3,682,690 (0.4)
BR 4,794 4,322 (9.8) 19,508,450 18,134,024 (7.0)
cl 8,140 7,060 (13.3) 26,220,948 23,619,515 (9.9)
cX 12,312 10,110 (17.9) 49,041,021 42,773,752 (12.8)
GA 7,453 7,839 5.2 16,715,158 13,205,824 (21.0)
JL 33,807 34,783 2.9 83,727,365 76,986,287 (8.1)
KE 22,172 21,546 (2.8) 41,798,951 40,507,002 3.1)
MH 16,315 15,374 (5.8) 37,652,953 37,658,909 0.0
NH 44,514 42,739 4.0) 54,954,415 51,596,374 (6.1)
oz 12,376 11,866 @.1) 17,331,543 16,650,772 3.9)
PR 5,546 5,534 0.2) 13,714,337 13,357,718 (2.6)
sQ 15,326 13,278 (13.4) 74,183,200 64,685,200 (12.8)
TG 17,798 16,441 (7.6) 46,571,261 44,396,434 @.7)
VN 4,000 3,983 (0.4) 6,583,282 6,311,579 (4.1)
Sub-Total 205,571 195,864 7) 491,702,006 453,566,080 7.8)
EG 1,332 922 (30.8) 2,445,500 1,722,824 (29.6)
M 950 845 (11.1) 1,560,668 1,453,046 (6.9)
TOTAL 207,854 197,631 4.9) 495,708,174 456,741,950 7.9)

Nguon : AAPA - 2007
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Qua bang s0 liéu trén ching ta thay rang néu tinh trén san luong van chuyén

thi Vietnam Airlines luén ndm trong tép 4 hang hang khong c6 san luong van

chuyén thap nhat trong khu vuc. Néu xét trén chi tiéu sd luong khach hang thi

Vietnam Airlines chi bang khoang 15% cua Thai Airway ( Thai lan ) va chi bang

khoang 12% cua Singapore Airlines ( Singapore ) hay n6i cach khac, san lugng van

chuyén cua Thai Airway gap 7 lan ctia Vietnam Airlines va con sd nay cua

Singapore Airlines 1a gan 9 1an. Biéu d6 dudi day s& gitip ta c6 thé nhin nhan rd

hon vé su chénh 1€ch nay. Pai dién duoc lya chon ctia Bang so li¢u nay 1a cac hang

hang khéng cua cac nudc rat gan giii voi chung ta, d6 14 Hong kong, Singapore,

Thai lan, Malaysia, Indonesia, Nhat ban va Han quéc. Bang 2.9 1a san lugng van

chuyén cta 8 hing HK dién hinh cia Chau A.[27,28,29]

Bang 2.9- San lwong van chuyén cta 8 Hang HK Chau A

HANGHK | QUOCGIA | NAM 2004 NAM 2005 NAM 2006 NAM 2007
cX HONG KONG 11,864 11,190 12,312 10,110
GA INDONESIA 5,918 6,634 7,453 7,839
L NHAT 34,054 32,378 33,807 34,783
KE HAN QUOC 22,065 21,638 22,172 21,546
MH MALAYSIA 16,745 15,733 16,315 15,374
SQ SINGAPORE 15,002 14,764 15,326 13,278
TG THAI LAN 17,134 18,058 17,798 16,441
VN VIET NAM 2,895 3,393 4,000 3,983

Nguon : AAPA - 2007

S liéu vé kha niang cung tng/ cong suit cung ing ( ASK ) cua cac Hang HK

Chéau A dugc thé hién ¢ Bdng 2.10.
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Bang 2.10 - Sé liéu vé kha nang cung rng ctia cac Hang HK Chau A
Pon vi : 1000x chd xkm

Hang HK Nam 2004 Nam 2005 Nam 2006 Nam 2007 Trung binh
BI 5,092,969 5,540,465 5,746,844 5,965,737 5,586,504
BR 25,491,217 24,564,713 25,184,316 25,022,543 25,065,697
Cl 33,384,413 33,925,694 34,884,311 34,034,136 34,057,139
CX 61,908,551 62,790,254 63,050,053 59,280,170 61,757,257
GA 21,383,000 24,141,000 17,686,876 14,268,732 19,369,902
JL 122,772,076 115,633,718 95,568,216 88,456,953 105,607,741
KE 55,824,426 55,802,220 52,579,083 52,169,550 54,093,820
MH 51,237,536 52,594,942 47,952,635 49,286,676 50,267,947
oz 21,084,529 22,253,713 20,289,179 20,482,453 21,027,469
PR 19,109,749 19,483,460 16,116,070 15,646,041 17,588,830
sSQ 92,648,000 94,558,500 99,565,900 88,252,700 93,756,275
TG 55,517,018 60,458,579 58,332,799 59,372,538 58,420,234
VN 5,842,209 7,481,683 6,462,390 7,144,355 6,732,659

Nguon : AAPA - 2007
SAN LUONG CUNG UNG CUA CAC HANG HANG KHONG
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Hinh 2.2- Biéu do tdi cung irng ciia cdc Hang HK Chdu A trung binh 2004-2007
Nguon : AAPA - 2007
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Trén day 1a nhiig sd liéu vé thuc té van tai va kha ning cung ung cua
Vietnam Airlines va cac hing hang khong khac trong khu vuc. Dé c6 thé hiéu rd
hon vé vi tri ctia Vietnam Airlines trong ban dd khu vuec, ching ta co thé xét thém
nhirng khia canh khéac nita vé& s6 luong méy bay, nhan sy, mang dudng bay va cac
chi tiéu vé tai chinh.

Cac dai dién trong bang phan tich & Bdng 2.11 bao gom Vietnam Airlines
(VN) , Malaysia Airlines ( MH) , Thai Airways ( TG ) va Singapore Airlines ( SQ).
S liéu so sanh 1a tinh dén thoi diém 31/12/2006.[49]

Bang2.11- Chi sé hoat dong cta 4 Hiang Hang khéng Chau A

Chi ti€u Vietnam Thai Malaysia Singapore
Hang HK | Airlines Airways Airlines Airlines

1. S6 luong may bay than 15/49 69/81 44/101 90/90

rong/tong s6 may bay

2. Mang duong bay quoc 39 43 64

t&  (s6 diém dén)

3. SO lwong nhan su 12.252 19,775 21,347 29,604

4. Tai san- triéu USD 890 4,926 3,241 8320

5. Doanh thu - triéu USD 790 3,890 2,340 7765

6. Loi nhuan- tri¢u USD 27.5 520 89 567

Nguon : IATA - 2007

Véi bang sd liéu trén, dé thay rang Vietnam Airlines rat khiém ton & tat ca
céc chi sd hoat dong.

Nam 2008 Téng cuc Du lich dat ra muc tiéu la phén dau don 4,5 — 4,7 triéu
lwot khach quéc té, tang 600 — 800 ngan luot so véi 2007, tbc do tang truong dat
16%. Khach du lich ndi dia dat 18,5 tri¢u luot. Thu nhédp tur du lich dat khoang 2,5
ty USD. Cac thi trudng co tiém ning s& duoc tap trung khai thac manh trong nim
2008 1a Pong Bic A, Bic My, ASEAN, Tdy Au, Nga va Pong Au. Viét Nam s& uu
tién t0 chtrc va tham gia mot loat cac hoi chg vé du lich & trong nudc va cac thi
truong nudc ngoai, dong thoi to chirc cac sy kién nham quang ba du lich VN & cac
thi trudong trong diém.

Vé van chuyén hang khong, theo sd liéu dy bao cua IATA, toc do ting

truéng binh quéan cta van chuyén hanh khach qudc té bang dudng hang khong giai
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doan 2005-2010 1a 5,6%/nam. 5 nudc du bao co tée do tang trudong van tai hang
khong quéc té cao nhat 1a Ba Lan, Trung Quéc, Séc, Qatar va Thd Nhi Ky. Khu vyc
Chéau A-Thai Binh Duong van dugc coi 1a khu vyc niang dong nhét vé van tai hang
khong trong giai doan té1 voi sy phat trién cua thi truong An Do, Trung Quéc, sur
phuc hoi cia Nhat Ban va su ndi 1én cia cac hiang hang khong gia ré tir Pong Nam
A. Dung luong khéach trén cac dudng bay gitta cac nudc Chau A-Thai Binh Duong
du kién ting 6,8%/ nim, muc ting cao nhit trong cac khu vuc. (IATA International
Cargo and Passenger Forecasts 2005 to 2010).[49, Tr.99 ]

Tang trudng manh mé cua van tai hang khong tai Viét Nam trong nhirng nam
vira qua di tao strc ép tGi co so ha tang. Xét vé tong thé co so ha ting san bay hang
khong chua dap tng duoc yéu cau phat trién thi truong hang khong. Trong khi cac
san bay dia phuong van chua du diéu kién vé trang thiét bi, ha tang dé c6 thé khai
thac may bay 16n, khai thac ban dém thi strc ép qua tai ngdy cang tang tai ba san bay
No6i Bai, Tan Son Nhit va Da Ning.

Véi chinh sach khong tai theo hudng ndi 1ong cac han ché canh tranh, thuc
hién phi diéu tiét co 19 trinh nha nude, sy tham gia vao thi trudng cia cac hing hang
khong méi cling nhu viéc gia tdng tai cung rng cia cac hang dang khai thac da va
s& tiép tuc gia ting mirc d6 canh tranh trén thi truong.

Ha tﬁng co sO0 phuc vu du lich hién dang qua tai & mic bado dong chic chian
s& c6 nhiéu anh huong dén nganh du lich va dan t6i 1am cham lai téc do tang truong
van tai hanh khach qudc té trén thi trudng.

Nhu vay, co hdi kinh doanh ctia Vietnam Airlines trong nhitng nam téi 1a rd
rang: moi truong kinh doanh thuén lgi, khach quéc té tiép tuc dén Viét Nam va
Pong Duong, thi trudng nodi dia ting truéong on dinh. Tuy nhién, thi trudng thué
mua may bay dang ¢ tinh trang cdu vuot cung, kha ning tai bung phat cua dich
bénh, gia nhién liéu & muc cao, stc ép canh tranh va hang khong chi phi thap l1a
nhing nguy co truc tiép ddi v4i két qua kinh doanh ciia Vietnam Airlines.

Dy béo trong nam 2008, tong luong khach OD sé& ting khoang 12% so véi
nam 2006, dat khoang 4,1 triéu khach. [21, 22,23 ]



65

Bang 2.12 - Dw bao thij trwéng quéc té theo O&D

Khu Khach Ty trong (%) Téng truéng

vue/nude 2005 2006 2007 2008P | 2005 | 2006 | 2007 | 2008P | 05/04 | 06/05 | 07/06 | 08/07
1.Viét Nam 671.923 872.689 972.816 | 1089.554 25 27 26 26 41 30 1 12
2.Chau Au 335548 405.889 432.799 | 466.791 12 13 12 1 22 19 7
Phap 97258 120301 122.706 128.841 30 30 28 28 17 18 2
Anh 52299 60.625 61.656 64.739 14 15 14 14 10 16 2
buc 52632 61.542 63.501 60.675 17 15 15 14 30 18
Tay Au khac 40.577 52.882 58.699 64.569 12 13 14 14 39 30 11 10
Bic Au 41.734 42.858 48.001 53281 13 11 11 11 33 3 12 11
Ha Lan 17364 19.666 22.026 24229 5 5 5 5 20 13 12 10
Thuy sy 11935 12.889 14.178 15454 3 3 3 3 11 8 10 9
Nga 9.817 19.122 23.778 28.058 2 5 5 6 32 86 24 18
Ao 4.695 6.504 6.764 7.102 1 2 2 2 12 39 4 5
Dong Au 7237 9.500 11.685 14.022 2 2 3 3 34 31 23 20
3.TrungDong 4.645 6.965 7.662 8428 0 0 0 0 15 50 10 10
4.Bic My 333.654 362470 411152 | 470475 12 1 1 1 41 20 13 14
My 281.625 309.063 352401 | 405261 84 85 86 86 41 22 14 15
Ca-na-da 52029 53407 58751 65214 16 15 14 14 43 7 10 11
5.PongBicA | 817189 | 1006729 | 1150.787 | 1283962 32 31 31 31 38 20 14 12
Nhat Ban 255.001 326.621 376001 | 432401 32 32 33 34 28 24 15 15
bai Loan 262.629 252.124 247082 | 247.101 29 25 21 19 35 4 2 0
Han Quéc 207.618 315.167 390.201 448.731 28 31 34 35 69 43 24 15
Trung Quoc 52918 69.891 80.002 89.602 6 7 7 7 18 32 14 12
Hong Cong 39.024 42926 57.501 66.126 5 4 5 5 25 20 34 15
6.DNA & 323.07 410.549 475570 | 536.949 12 13 13 13 22 12 16 13
Nam TBD
Uc 121.607 152.523 158.001 170.641 34 37 33 32 37 20 4 8
Thai Lan 72.767 73417 97.050 116460 21 18 20 22 29 12 32 20
Ma-lay-si-a 54.654 67.141 83303 95.798 15 16 18 18 19 17 24 15
Sing-ga-po 68.768 79951 98.082 112.794 22 19 21 21 37 10 23 15
Phi-lip-pin 17481 22.026 22.644 23.776 5 5 5 4 15 26 3
Indonéxia 12.82 15491 16490 17480 3 4 3 3 50 16
7.bongDuong | 13.145 14.030 11564 12424 0 0 0 7 -18 7
Campuchia 7.899 5.549 5.143 5.040 64 40 4 41 4 5 -7 2
Lao 5.028 5301 6421 7384 36 38 56 59 18 10 21 15
8.TQdénP.D | 132652 153.093 210229 | 248937 5 5 6 6 35 17 37 18
Chau A 70413 82.383 123575 148289 54 54 59 60 45 17 50 20
Chau Au 30.794 35413 42496 48445 23 23 20 19 37 15 20 14
Chau My 10.851 12.37 16.081 18976 8 8 8 8 11 14 30 18
Chau Uc 5491 6314 9471 11.270 4 4 5 5 25 15 50 19
TQ6 khac 15.103 16613 18.607 21956 11 11 9 9 15 10 12 18
Téng 2631826 32414 3672578 | 4117519 100 100 100 100 34 23 14 12

Nguén :Ban KH-TT, Vietnam Airlines - 2007
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Pay 1a nhitng co hoi tot cho sy phat trién, do vy Vietnam Airlines can phai
c6 nhiing chién luoc dé khai thac toi da va mo rong thi truong, tang doanh thu va thi
phan trong khu vyc.

2.1.4 THI TRUOGNG MUC TIEU CUA VIETNAM AIRLINES

Chién luge cta Vietnam Airlines hién tai 14 khai thac cac tuyén bay trong
khuon khé ky Hiép dinh hang khong giita cac qudc gia, phu hop doi bay cua
Vietnam Airlines va canh tranh vé gid. Trén co s& d6 mic du 1a Hang Hang khong
non tré nhung Vietnam Airlines di trién khai va duy tri dugc nhiing tuyén bay xa
t6i Chau Au (Nga, Phap, Dtc) va dang c6 du 4n mé tuyén bay truc tiép toi My.

O nhitng nhiing tuyén bay ngan, Vietnam Airlines dang tap trung khai thac
cac thi truong Dong Bic A ( bai loan, Han quéc, Nhat ban, Héng kong, Trung
quéc ), Pong Nam A ( Théi lan, Singapore, Malayxia ), Pong Duong ( Lao,
Campuchia ) con nhiing chuyén bay tdm xa Vietnam Airlines khai thac cac thi
truong Nga, Puc , Phap va Uc.

Vietnam Airlines ciing ¢ tham vong mé rong thi truong My ( hién tai tuyén
My - Viét nam dang dugc 2 hidng hang khong cua MY la United Airlines va
American Airlines bay ) — tuy nhién nhiing con sd théng ké méi day cho thay rat
kho c6 thé canh tranh trén tuyén bay nay do kha ning gom khach ctia Vietnam
Airlines trén ching nay 13 thap hon rat nhiéu so v6i d6i thu canh tranh.

Vé khach hang, Vietnam Airlines van chi dang duy tri hinh thirc hang khong
truyén théng (Full Service Airlines — Hang khong dich vu dy du) v6i 2 hang chinh
l1a hang Economic ( thong thuong ) va Business ( thuong gia ) - trc 1a thi truong
muc tiéu cua Vietnam Airlines hién nay la hudng t61 khach hang c6 muc thu
nhép “cao” va “kha “

Chién luge kinh doanh cta Vietnam Airlines hién tai van duy tri hinh thyc
kinh doanh theo kiéu hang khong truyén thong nay va ap dung cac chién lugc
Marketing dé ting hé sé sir dung ghé, ting tan sudt bay, mé rong thém cac tuyén

bay trén co s¢ d6 ting két qua kinh doanh cua Hang.
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Pay thuc sy chua phai 1 chién luoc kinh doanh phu hop ciia Vietnam
Airlines khi rat nhiéu céc tuyén bay (dic biét 1a cac tuyén bay ngan) dang phai chiu
su canh tranh khéc liét tir phia cac hang hang khong chi phi thip (low cost airlines)
nhu Tiger Airway (tuyén Singapore - Viét nam), Air Asia (tuyén Malaysia —
Vietnam), Thai Air ASIA, Nok Air (tuyén Théi lan - Viét nam)...1a nhiing de doa rat
16n cho Vietnam Airlines trong tuong lai gan. Tham chi, sy chuyén doi cua Pacific
Airlines sang hinh thtrc hang khong chi phi thip da lam gia ting tinh canh tranh ngay

ca trong thi truong noi dia rat nhiéu .

2.2. HOAT PONG MARKETING THUC HIEN CANH TRANH CUA VIETNAM
AIRLINES

Hoat dong ctiia Marketing duoc phén tich trén gidc d6 tong thé bao gdm rat
nhiéu cong viéc khac nhau tir nghién ctru thi truong, xay dung chién lugc, hoach
dich cac chich sach Marketing b phan va viéc trién khai, danh gia va hiéu chinh.
Tuy nhién, do tinh dic thu trong td chirc va co ciu hoat dong cua Vietnam Airlines
ma hoat dong Marketing khong tap trung & mdt ban nao ma dugc phan bd & cac bd
phan khéac nhau. Vi vay, viéc phan tich thuc trang Marketing cua Vietnam Airlines
trong dugc thuc hién trong khia canh nao dé s€ trén co sé phan chia cong viéc cua
cac phong ban va cac mang cong vi¢c dugce thuc hién.

2.2.1. QUA TRINH DICH VU

Cac hang hang khong cung cip dich vu khong don thuan chi 1a sy c6 van
chuyén hanh khach don thuan. San pham dich vu ma cac hing hang khong cung cap
cho khach hang ngoai dich vu chinh 1a dich vu van chuyén ra thi bao gém theo nd
rat nhiéu cac gia tri gia ting khac.

Céc hang hang khong déu co su phén biét trong chudi cac dic tinh di lién véi dich
vu cung cdp cho khach hang dé hinh thanh cac hang san phim khac nhau, thong thudng
hién nay thuong c6 3 hang dich vu chinh 13 hang nhat ( First Class hay VIP), hang
thuong gia ( Business Class ) va hang pho thong ( Economic). Su khac biét ctia cac loai
hinh dich vu nay dugc thé hién trong su khac biét cia cac yéu t6 -

- Pat vé giir chd va kha nang thay d6i .
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- H¢ théng dich vu tiép don tai san bay.

- Thu tuc check-in, phong cho tai san bay.

- Xe dua tir nha ga dén may bay.

- Chd ngdi va phuc vu ( an udng, giai tri, lién lac ) trén may bay.

- Tiép don tai nha ga.

Qua trinh dich vu bao gém tap hop cac hé théng hoat dong véi nhitng tac
dong tuong hd gifta cac yéu td, tac dong tuyén tinh giita cac khau, cac budc cua hé
thong trong mdi quan hé mat thiét v4i nhitng quy ché, quy tic, lich trinh va co ché
hoat dong . O d6 mot san phém dich vu cu thé hodc téng thé dugce tao ra va chuyén
té1 khach hang.

Hién tai viéc thiét ké qua trinh dich vu ctia Vietnam Airlines van co ban dya trén
viéc phan loai hang vé 1a Hang Thuong gia va Hang pho thong va chudi cac gia tri dich
vu bao quanh dugc phan loai va thiét ké theo hang trén. D¢ 1a sy phan biét vé trinh tu uu
tién khi lam thua tuc check-in, sy tién dung cia phong cho may bay, vi tri, 6 rong rai va
tién dung ctia chd ngdi va chat lugng phuc vu, chét lugng d6 an d6 udng. ...

Thuc té viéc thiét ké qua trinh dich vu cua Vietnam Airlines dén thoi diém
hién tai 1a chua c6 tinh dot pha, van chi theo cac chudi qué trinh dich vu cta cac
hang hang khong truyén thong, chinh vi vdy s& lam giam tinh linh hoat va sy lya
chon cuia khach hang- vi du khach hang khong mudn dn ma van phai tra tién an,
hodc khach hang c6 it hanh 1y van phai tra tién nhu khach hang nhiéu hanh Iy hon...

Dé dap tmg dugc mot cach phd cap va rong rai nhit moi nhu cau cta khach hang
thi viéc can thiét 13 Vietnam Airlines can nhén thtrc va thiét ké mot qua trinh dich vu hop
1y, n6 1a tap hop cac hé thdng san xuat cung tmg dich vu hoat dong — qué trinh dich vu
v6i quy mo vé khong gian, thoi gian va hé thong dich vy hoat dong c6 dinh huéng cung
cap nhimg dich vu riéng biét va hop thanh dich vu tong thé cho thi trudng.

Viéc xuat hién gén day cua mot loat cac loai hinh cung céip dich vu méi nhu
ty dit vé gitt chd qua mang, vé dién tir va su xuat hién hang loat cac hang hang
khong gia ré 1a thuc té rat rd rang cho Vietnam Airlines trong viéc thiét ké va da

dang hod céc qua trinh dich vu cua minh. Vi cang nhiéu cac module ghép noi voi
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nhau, Vietnam Airlines s& thiét ké duoc nhiéu cac qua trinh dich vu khac nhau va
nhu vy s& dap tng da dang hon nhu cau cta khach hang.

Viée thiét ké va xay dung mdi qua trinh dich vu dbi véi Vietnam Airlines can
phéi c6 nhitng budc chuan bi va ké hoach chu dao. Thiét ké qua trinh dich vu bao gdm ca
viéc thiét ké moi truong vat chat, co sé ki thudt va ca qua trinh tic dong twong hd.

2.2.2. CHINH SACH SAN PHAM - DICH VU
2.2.2.1. Quyét dinh dwong bay - thiét ké sin phim

Hoat dong dua ra ké hoach dudng bay va tai cung ung tuwong thich trén cac
duong bay dugc coi 1a Iya qué trinh Iya chon "san phiAm". San pham ¢ ddy duoc
hiéu 1a Vietnam Airlines s& lya chon tuyén bay cu thé nhu thé nao ( diém di, diém
trung chuyén, diém dén, tan sudt ), st dung loai may bay nao va cac ké hoach cu
thé vé gio ct ha canh.

Ngoai nhirng dich vu phu, dich vu bo tro va véi quan diém “ Sdn pham cia cdc
Héng hang khéng la sw c6 san ché trén mdy bay cho viéc vin chuyén tir mét diém
nay téi mot diém khdc “ thi cong viéc chinh cta Vietnam Airlines viéc thiét ké san
pham s& bao gom:

e Quyét dinh diém di va diém dén ( tuyén duong).

e Quyét dinh loai may bay va tan suat chuyén bay ( tai cung tng ).

e Thoi diém cat canh va thoi diém ha canh ( SLOT ) : O céc chuyén bay, viéc
Ira chon va xin dugc SLOT hop 1y tai cac san bay ciing 1a mot yéu to rat
quan trong quyét dinh tinh canh tranh ctia cac Hang.

Tuy nhién, do tinh dic thu ciia nhu cau van chuyén hang khong véi sy thay
dbi dot bién thuong xuyén xay ra va sy chiu anh huong phéi sinh cua cac yéu td
khac nhu téc do phat trién kinh té, tinh hinh chinh tri thé gidi, an ninh, dich bénh...
vi vy ma cac Hang hang khong thudng gip kho khin cho viéc dua ra cac quyét
dinh vé san pham nhu trén.

Viéc luya chon san pham cung mg s& c¢6 vai trd hét sitc quan trong cho viéc hinh
thanh céc chinh sach Marketing khac ciia Vietnam Airlines cting nhu ddm béo tinh canh

tranh twong dbi cia Vietnam Airlines ddi v6i cac hang khong khac cting khai thac.
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Chu trinh cong viéc ctia hoat dong ké hoach dudng bay bao gom:
- Du bdo khdch hang di va dén

Dy bao khach hang di va dén thuc chat 1a mot trong nhiing ndi dung cua
nghién ctru thi trudng. Thue chat day 13 viéc nghién ciru quy mé va dic tinh nhu cu
cta thi truong. Viéc phan tich va du bao quy mo va nhu cau thi trudng cd ¥ nghia
rat quan trong trong viéc 1ap ké hoach duong bay, ké hoach may bay, gia - doanh
thu va phuong thirc ma Vietnam Airlines tham gia vao thi truong.

Viéc du bao dung lugng khach hang, nhu cau di lai duoc thuc hién dua trén
co s& cac sb lidu lich sur, két qua nghién ctru thi truong va thi phén cuia Vietnam
Airlines trén ting thi truong. Viéc du bao thi trudong con bao gém ca du bao vé
khach hang ctia Vietnam Airlines trén tuyén bay do6 va trong toan bd mang bay.

DPé lam duoc diéu nay, cac chuyén vién du bdo cua Vietnam Airlines cap
nhat céac thong tin lién tuc vé thi truong, vé san phém canh tranh va yéu cau cac bd
phan khac phdi hop cung cap thong tin khi can thiét. Bén canh d6, viéc phan tich va
cap nhat thong tin vé mang dudng bay ciing nhu chinh sach ctia cac hing canh tranh
trén tirng hanh trinh bay 13 rdt quan trong cho van dé du bao nhu cau di lai.

Trong thoi gian qua, cong tdc dy bdo cua Vietnam Airlines noi chung la
tuong ddi chinh xac ngoai trir khi c6 yéu t6 bat thuong ngoai tim kiém soat xay ra
(cim ga, dich SARS, khiing bo...), thuc té cho thdy dung luong thi truong ting
truong tuong ddi ddng déu cling véi su phat trién chung vé kinh té ciing nhu du lich
va hop tac giao luu vin hoa, kinh té, xa hoi.

Sau khi nghién ctru thi truong va cé nhitng du bdo dam bdo tinh chinh xéc
cao thi Vietnam Airlines s& tién hanh 1én ké hoach khai théc.

- Ké hoach khai théc

K& hoach khai thac 1 viéc cin ¢t vao thong tin thi truong, s6 liéu du bao va
kién nghi khai thac tir t6 duong bay, cac ngudn luc, chién luge , dinh hudng cia
Tong Cong ty dé xay dung cac ké hoach cuy thé trong timg dudng bay va toan mang.

Viéc lap ké hoach khai thac ctia Vietnam Airlines duoc thuc hién nhu sau:
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e Phan tich s6 liéu dy bao nguén khach O&D, OFOD, thi phﬁn Viét nam, cac két
qua nghién ctru thi trudng va cac kién nghi khai thac tir cac t6 duong bay, danh
gia diém manh, diém yéu ciia Vietnam Airlines khi khai thac nhiing thi truong
nay va két qua khai thac dy kién theo san pham dugc yéu cau.

e Van dung chién luoc phat trién dai han, cac dinh huéng 16n cua lanh dao dé
x4c dinh va can déi cac nguén luc phan b6 cho khai thac thi trudong mot

cach hop Iy nham dam bao hiéu qua mot cach cao nhat.

Thong k€& s6 liéu van Chién luge, dinh Nghién ctru
chuyén OFOD huéng thi trudng
Du bao OFOD, thi Muc tiéu: O&D,
phan VN, yéu cau phan thi, thi phan
san phdm

v

————————————————————————————————————————————— Du béo ty 1é qua cac

I , ¥y el

: P A I cua ngo, thi phan
| KE HOACH DOI BAY I cua Vietnam
: v : Airlines, san phdm
I < } du kién
| , |
: KE HOACH VAN CHUYEN ) l

" ~ d ~
: THIET KE SAN PHAM :
: VA KE HOI_\CH KHAI :
| KE HOACH VAN CHUYEN < |
: THUONG MAI THAC :
| |
| |
: KE HOACH DOANH THU : »
| | KE HOACH
: : KHAI THAC
! 5 —— - !
I KE HOACH GIA THANH, CHI PHI
| |
| |
|

Hinh 2.3 — M6 hinh lip ké hoach khai thdc
e  Phan tich tinh hinh d¢i bay, ) luong, chung loai, dac diém khai thac cua
ting loai may bay cting voi nhitng dic diém cta timg phan thi dé c6 nhimg

su xap xép va khai thac cho phu hop véi timg thi truong.
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e Thiét ké san pham: trén co sé tinh hinh thi truong va két qua dy bao; chién
luge va dinh hudéng ctia Tong Cong ty, tinh hinh d6i bay va cac han ché vé
mat khai thac, thuong mai, viéc thiét ké san pham phai dap Gng dugc cac
yeu cau vé thuong mai, ddm bao dugc cac han ché vé khai thac mét cach
hop 1y va hiéu qua. Pam bao tuan tha quy hoach mang véi tinh ké thira d6i
v6i san pham lich bay.

e  Xay dung ké hoach khai thac ddi véi ting duong bay - ké hoach nay s&
chuyén cho cac to duong bay dé thyc hién va hiéu chinh. Qu4 trinh nay s&
tiép dién cho dén khi théng nhat dugc mot ké hoach khai thac hiéu qua nhét
va trén pham vi toan mang.

e Dua ra cac yéu cau, gia dinh dé kiém tra va dam bao tinh thuc thi cua ké
hoach san pham (tuy nhién, cho dén nay thi cic yéu cau va gia dinh nay thi
chu yéu 1a vé doi bay).

Qua trinh lap ké hoach khai thac c6 thé duge mo hinh hoa theo Hinh 2.3.

Trong hoat dong thiét ké san pham thi hoat dong diéu tra thi truong dong
mot nhan to rat quan trong. Cong viéc niy do bo phan diéu tra thi trudng va quan hé
khach hang thyc hién.
2.2.2.2. Chit lwong sin phim va dich vu ciia Vietnam Airlines

Nhu di trinh bay & phan trén, do dich vu van chuyén hang khong ngoai dich
vu cot 181 duoc hiéu 18 “ sw ¢é san cho cho viée vin chuyén hanh khdch tir diém nay
téi mot diém khdc “ thi di kém véi n 1a rat nhiéu céc dich vu kém theo.

Vi vay viéc danh gia chat lugng dich vu ctia Vietnam Airlines s€ dugc hiéu &
rat nhiéu khia canh khac nhau nhu: su thuan tién cua lich bay, chat luong may bay,
tinh trang cham huy chuyén, dich vu cua bo phan phuc vu mét dét, dich vu cta tiép
vién va bo phan dich vu trén khong, hé théng ban vé va dit vé giir chd ... Tat ca
nhimg yéu té nay véi nhitng mic d6 khac nhau déu anh hudng dén chat luong

chung cua dich vu van chuyén hanh khach cia Vietnam Airlines.
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- San phdam lich bay va tdi cung iing

Doi bay ciia Vietnam Airlines tinh dén thoi diém cudi nam 2007 da duoc bo
sung thém 06 may bay (02 mdy bay B777, 03 may bay A321, 01 may bay AT7),
hién tai d6i bay ctia VN c6 tong sd 45 may bay (10 B777, 23 A320/ A321/A330,
10 ATR72, 2 Fokker 70) [27] va véi co cdu nhu thé ndy, xét trén gidc do twong

quan s6 lugng may bay va tan suat hoat dong thi Vietnam Airlines chi c¢6 thé dugc

hiéu 1 mot hang hang khong nho trén thé giGi hién nay.

Tinh hinh cung Ung tai trong ciia Vietnam Airlines trong thdi gian qua duogc thé

hién trong Bang 2.13.

Bang 2.13- Tai cung trng Nam 2007,2006, 2005

Tdi cung wng nam 2007

Chi tiéu Pon vi Nim 2007 So KH (%)  So 2006 (%)
S6 chuyén bay Chuyén 1 chiéu 44213 120,7
- Qubc té 20.045 132,8
- Noi dia 24.168 112,3
Ghé luan chuyén 1000 ghé km 12.912.257 100,5 138,1
- Quéc té 10.221.655 101,1 148,0
- Noi dia 2.690.602 98,3 110,0
Ghé suat VN % 65.3 2.3 2.6
- Québc té 61.8 3.9 3.1
- Noi dia 78.7 +4.2 +2.4
Tai cung wng nam 2006

Chi tiéu Pon vi Nim 2006 So KH (%) S0 2005 (%)
S chuyén bay Chuyén 1 chiéu 40.998 99.1 100.2
- Quéc té 19.470 99.0 94.5
- Noi dia 21.528 99.2 106
Ghé luan chuyén 1000 ghé.km 9.536.854 102.0 110%
- Qubc té 7.256.744 110.3 111%
- Noi dia 2.280.110 93.2 108%
Ghé suat VN % 67.7 -8.6 0.2
- Quéc té 63.6 -1.3 -11.0
- Noi dia 80.8 4.4 -1.1
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Tai cung wng nam 2005

Chi tiéu Pon vi Nim 2005 So véi ké So 2004
hoach (%) (%)
S6 chuyén bay Chuyén 1 41418 99.5 118.0
—Qubc té chiéu 20615 95.4 119.3
- Noi dia 20803 104.0 116.8
Ghé luan chuyén 1000 ghé.km 8643231 99.5 115.2
- Quéc té 6534822 99.1 114.6
- Noi dia 2108409 100.7 117.2
Ghé suat VN % 76.4 3.5 1.8
- Qubc té 74.6 3.4 -1.0
- Noi dia 81.9 3.9 2.7

Nguon: Ban Ké hoach thi truong- Vietnam Airlines - 2007

V& co ban, tong cung tng cua Vietnam Airlines dat 100% so v6i ké hoach
dat ra cho cac nam ching té viéc lap ké hoach 12 sat v&i nhu cau khai thac thuc tién.
Hé s6 sir dung ghé ( ghé suat — Load factor ) trung binh giao dong tir 62-72% dbi
v6i cac duong bay qudc té va tir 78-82% db6i voi cac duong bay trong nudc mic du
chua phéi 12 cao nhung 1 nhiing chi s6 chap nhan dugc néu xét trén tong thé vé
kha niing thyc tién cua Vietnam Airlines nhu hién nay.

Theo s6 liéu thong ké ciia nim 2007, tong cung ung ludn chuyén cia
Vietnam Airlines trong niam 13 12,91 ty ghé.km trong d6, cung tmg trén cac dudng
bay qudc té 1a 10,22 ty ghé.km va cung tng trén cac duong bay ndi dia 1a 2,69 ty
ghé km.

Theo danh gia, chat lugng lich bay trong thoi gian qua duoc cai thién 1o
rét do cac san bay hién tai da duoc dau tu nhiéu hé théng trang thiét bi hién dai
do vay tinh trang chdm huy chuyén di duoc giam. Heé sd tin cdy khai thac trung
binh dat 85%, néu dit trong bdi canh ting truong kha cao vé khai thac trong 3
nam qua thi viéc dat dugc hé sb tin cay khai thac 85% cling la mot cb géng 16n

ctia toan hé théng.



75

20%
122;0 @2001
0
140 m2002
12% 02003
10% 02004
8% W 2005
6% E2006
4% m 2007
2%
0% )

Huy Tang Cham

Hinh 2.4 -Ty Ié chuyén bay huy, ting, chdm gio trong tong sé chuyén bay thuwc hién
Nguén: Ban Diéu Hanh bay- Vietnam Airlines - 2007
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Hé sé tin cay
Hinh 2.5 - Do thi Hé sé tin cdy khai thic
Nguén: Ban Diéu Hanh bay- Vietnam Airlines - 2007

Ty 1& cham hay chuyénva hé sé tin cay duoc thé hién & Hinh 2.4 va Hinh 2.5.

Mot s6 nguyén nhan dién hinh gy anh hudng dén su on dinh cua lich bay:
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Thoi tiét: viéc thoi tiét dién bién bat thuong, swong mi & cac san bay da han tré
khai thac rat 16n, nhiéu san bay (dic biét 1a cac san bay nodi dia mién ndi nhu Na
san, Pién bién) co giai doan phai dong ctra san bay. Piéu nay di anh huong
nghiém trong dén khai thac ciia Vietnam Airlines . Thong ké trung binh hang
nam c6 khoang 33 chuyén bay huy, 15 chuyén bay cham, 10 chuyén bay bi d6i
hanh trinh. Dy tinh c6é khoang trén 6000 nghin hanh khéach bi anh huong.

Dich bénh : su bung phat cia SARS, dich cum ga tai Vi¢t Nam va khu vuc dan
dén su sut giam manh luong khach nudc ngoai vao Viét Nam trong giai doan
nay 1a nguyén nhén chinh cua viéc cit huy chuyén bay hang loat vi Iy do thuong
mai. Theo thong ké, c6 khoang 120 chuyén bay qubc té va noi dia da bi huy
trong thang 2 va thang 3/2004 vi nguyén nhan nay. Cac duong bay téi Pong Bic
Ava Xi€ém-Ri¢p bi anh hudng manh nhét.

Cung vmg mdy bay: do tinh trang khan hiém may bay cho thué trén thé gidi, doi bay
clia Vietnam Airlines bi thiéu hut so voi ké hoach. Dé dam bao ké hoach khai thac,
VN di phai can di lai viéc st dung d6i may bay B777, B767. Cac duong bay t6i
Poéng Bic A bj anh hudng do phai thay d6i loai may bay. Ciing do thiéu may bay
B767, kha ndang du bi cho d61 may bay 16n cua VN bi han ché.

— Luc luong phi cong: vi ca ly do chu quan va khach quan, lyc lugng phi cong

A320 va B777 bj thiéu hut, anh hudng nhiéu dén hoat dong khai thac.

Bang 2.14 -Tinh hinh khai thac nam 2007

So véi 2006
Chi tiéu 2007 S6 %
chuyén
1. S6 chuyén bay ké hoach 48.885 +8.925 +22
2. S chuyén bay thyc hién 47767  +8.887 +23
3. S6 chuyén bay huy 2.732 +465 +21
4. Sb chuyén bay ting 1.661 2764 -62
5. S chuyén bay cham 6.028  +1.934 +47

Nguén: Ban Diéu hanh bay — Vietnam Airlines - 2007
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Bang 2.15 - Ty lé cac nguyén nhan cham, huy chuyén bay

Nguyén nhan Huy chuyén (%) Cham chuyén (%)
2006 2007 2006 2007
1. Do k¥ thuat 15 13,7 19 20
2. Do thuong mai 80 8 0 0
3. Thoi tiét 3 5 5 5
4. T4 bay 1 1.3 4 5
5. Phyc vy mit dat 21 16
6. Nha chuc trach 4 5
7. Chang trudc 41 42
8. Khac 5 7
Tong 100% 100% 100% 100%

Nguén: Ban Diéu hanh bay — Vietnam Airlines, 2007.

Cdc dich vu b6 tro khac
Déi vai cac dich vu khac, dé hiéu mot cach diing dan nhat vé chat luong dich vu
ctia Vietnam Airlines, ta c6 thé sir dung két qua diéu tra ¥ kién khach hang [27]. Tir d6

¢6 nhirng cai thién giup ting uy tin cua hing trong con mét cua khach hang.

Bang 2.16 - Diém danh gia ctia khach hang déi v&i cac khau dich vu

Danh muc dich vu Puong bay Két qua danh gia trén
thang diém 7
( trung binh cdc nam
2005,2006,2007 )
DV dit chd ban vé qua BT Quoc té 5.4
Quéc noi 5.7
DV dit chd ban vé tai phong vé Qudc té 52
Quéc nodi 5.1
Thu tyuc trude chuyén bay Qubc té 5.1
Qudc noi 5.2
Tién nghi trén may bay Qudc té 53
Quéc noi 5.0
Tiép vién hang khong Qudc té 5.2
Quéc nodi 5.4
Suit n trén ch.bay Qudc té 43
Quéc noi 4.8
D6 udng trén chuyén bay Qubc té 5.0
Quéc nodi 4.4
Giai tri trong thoi gian bay Qubc té Bao: 5.1;
Phim, nhac: 4.6
Québc nodi Bao: 5.0;

Phim, nhac: 4.2
Nguon : Phong Diéu tra Thi truong — Vietnam Airlines,2007.
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Chat luong dich vu ctia Vietnam Airlines trung binh dat mirc kha trén giac
d6 tong thé. Pay 1a két qua dang ghi nhan cta toan thé bo phan trong hé théng cung
cép dich vu cta Vietnam Airlines.

* Chat luwong dich vu duoc khach hang khen ngoi

- V@ tiép vién, hanh khach bay t6 sy hai 1ong, khen ngoi vé thai do, tac phong
lich su, niém nd, an can; nhiét tinh gitp d& d6i v4i nhitng hanh khach 13 ngudi gia,
phu nit ¢6 tré nho di cing, nhitng hanh khach bj tan tat va nhirg khach lan dau tién
di may bay. Hanh khach ciing danh gia rat cao thai d trung thyc va tinh than trach
nhiém cua tiép vién khi gitp hanh khach tim kiém nhiing do hanh khach danh roi
hodc b quén trén chuyén bay. Hanh khach ciing danh gia cao cach giai quyét linh
hoat va cach cu xir khéo 1éo cuia tiép vién ddi véi nhitng truong hop hanh khach bi
mét, yéu cau mon an, d6 udng khong co trong thuc don hodc hanh khach dang say
xin v.v

- Vé chinh sich thwong mai, dich vu, hanh khach tiép tuc dénh gia cao tap
chi trén may bay Heritage va Heritage Fashion vé hinh thtc 1an ndi dung, cac thong
tin trong tap chi rat b ich cho ngudi nudc ngoai khi dén Viét Nam; nhiéu khach
nguoi Viét thuong xuyén sit dung phuong tién van chuyén cia VN, khach nudc
ngoai va Vit kiéu da ghi nhan vé su tién b cia VN trong tat ca cAc mat tir chét
lugng may bay va cac san pham, dich vu cung mg, cho dén con ngudi, phong cach
phuc vu.

- Vé dich vu mit dat, hanh khach bay t6 hai long, sy khen ngoi, dong vién vé
thai do, sy gitp do tan tinh va hiéu qua lam viéc chuyén nghiép cua cic nhan vién
thu tuc, dac biét 1a & san bay NOi1 bai va Tan Son Nhit, dic biét 1a nhiing hanh
khach 1a nguoi gia, nhimg nguoi can sy trg giup dic biét, nhitng khach 1an dau tién
st dung dich vy cia VN v.v. Ngoai ra, VN cling nhan duoc nhiéu thu cam on cua
hanh khach cam on d6i Lost and Found san bay Tan Son Nhat, Noi Bai vi da giup
dd hanh khach tim lai nhitng d6 vat bi that lac. Trong sb cac san bay trong va ngoai
nudc, hanh khach khen ngoi thai do vui vé, than thién va tan tinh giap d6 hanh

khéach cua dai dién VN tai Tan Son Nhat, Noi Bai, Da Niang, SiemRiep, Moscow,
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Paris khi hanh khach gip truc tric vé vé, hanh 1y, hodc xtr 1y khi chuyén bay cham
gio v.v.

* Cdc dich vu bi khiéu nai, ché

- Tiép vién hang khong: Trong nhiéu chuyén bay va véi nhiéu ca nhan, thai
do trong qua trinh phuc vu hanh khach thiéu niém no, tuwoi cudi, thai do khong than
thién v4i khach hang; khong nhiét tinh giup d& hanh khach; thiéu lich su, thiéu ton
trong hanh khach khi phuc vy d6 an, d6 uéng (néi trong khong ca khi dung tiéng
Anh hoic tiéng Viét) hodc khi hanh khach c¢é yéu cau trg gitip (xép d6 1én khoang
hanh 1y, iy nudc ubng, chin)

Tiép vién noi to, diia cot vdi nhau & cudi khoang hanh khéach.

Tiép vién khong cung cap day du thong tin cho hanh khéch.

Kha ning ngoai ngit ciia mot sd tiép vién con han ché: phat am tiéng Anh
khong chuan, trén cac dudng bay di Phap, hanh khach néi tiéng Phap phan nan vi
tiép vién cha yéu chi néi duogc tiéng Anh.

- Suét in, do ui")ng: Thuc don it thay doi va khong co nhiéu lua chon, nhat 1a
nhirng khach dugc phuc vu sau trén chuyén bay. Suét an dic biét khong ngon hoac
khong cung tng mic du da c6 yéu cau.Veé sinh thuc pham va chit lugng ciia nhiing
mon an phuc vu trén mot $6 chuyén bay van chua dugc bao dam: Van ton tai hién
tuong, trong thirc an c6 nhitng vat la (nhu doan day ni 16ng, doan day thép, tdc,
ghim...) do qué trinh ché bién khong dam bao.

- Cham huy chuyén: Ly do chinh ma nhiéu hanh khach khiéu nai 13 vé tinh
hinh phuc vu khach tai san bay: cac dich vu cung cip khong thoa dang. Cac thong
tin dua ra khong chinh xac vé thoi gian chim huy ctia chuyén bay tao cho khach
cam giac khong an tim; Viéc khong xac dinh dugc twong ddi chinh xéac s6 thoi gian
can thiét dé stra chita dan dén VNA ludn bi dong, va phai thong bao nhiéu lan khién
khéch rat buc tirc va thiéu tin tudng vao VNA; Khach cho réng VNA chua thuc sy
quan tim dén quyén loi khach hang. Hanh khach rat hiéu va thong cam vé nhiing
chuyén bay bj cham do mét sb 1y do bat kha khang nhu k¥ thuat hay thoi tiét. Tuy
nhién, hanh khach cho rang khi c6 sy ¢6 xay ra thi VNA can phai dua ra Iy do va
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giai thich chu ddo tranh dé hanh khach c6 y nghi 1a Hang khong Viét Nam doc
quyén.

HJ tro ndi chuyén cho khach do chang bay trudc bi cham huy chua tt, nhat 1a
dbi voi khach bay ching tiép theo trén hing khac.

- Phuc vu hanh ly: Viéc giao trd hang bi v& va xudc va li cua hanh khéach xay
ra nhiéu. Hanh 1y bi moi moc, mat do dac bén trong: tinh trang hanh 1y bi moi moc,
mAat mét van con va ton tai trén nhitng duong bay qudc ndi va qubc té nhu HAN-
SGN.v.v, HANCDG v.v, DAD-HAN, HUI-HAN, KUL-HAN . Hanh khach t6 y
khong hai long vé6i chinh sach gui hang hoa 1a cay canh trong dip Tét, mic du phai
tra thém tién nhung van phai ky thé mién trir trach nhiém.

- Ban vé, dit chd: Vé viéc cung cdp thong tin: hanh khach phan anh khong
duoc nhan vién phong vé thong béo chi tiét vé cac chuong trinh khuyén mai, khi
mua cac vé gia giam da khong dugc cac nhan vién cua VN gidi thich can k&, do do
khi str dung khach mubn thay d6i ngay gid bay thi dugc thong béo 1a khong thé
duoc do diéu kién gia vé quy dinh.

Khéch bi huy chd vi nhiéu 1y do khac nhau: do khach Noshow chédng dau; dai
ly trong nudce va nudc ngoai dit chd cho khach trén nhiéu hé dat chd khac nhau,
hodc xuit vé sai tén cho khach; nhan vién ban vé huy nham chd cua khach;

Khach khong dong tinh véi chinh sach phai reconfirm ( xdc nhdn lai ) 72 gid
trudc gid khai hanh. Nhiéu khach da bi huy chd do khong tuan thu hodc khong biét
vé quy dinh nay nén phan tng kha gay git.

Khach khong dugc phuc vu suit an dic biét nhu da yéu cau tir khi dt chd.
2.2.3.CHINH SACH GIA CUA VIETNAM AIRLINES
2.2.3.1. Chinh sdach gia

Chinh s4ch gia ciia Vietnam Airlines duoc xay dung trén co so cac yéu to thi
truong va canh tranh, trén co s& cac danh gia phén tich san pham, du bao thi truong
déng thoi dam bao twong thich véi cac doan thi truong muc ti€u lya chon va trén co sd
cac ké hoach kinh doanh hang nam, tryc tiép nham dat céc chi tiéu diéu hanh téng hop

vé thu suat hanh khach RPK(Revenue Passenger Kilometter ) da dé ra.
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Vietnam Airlines x4y dung biéu gia cudc theo huéng da dang hoa nham dap
g cac nhu cau cta cac d6i twong phan thi khac nhau, phu hop véi tinh thoi vu va
kénh phan phdi, dong thoi thuc hién phuong cham “ Han ché bdan véi gid thap nhat
khi khéch hang c6 thé chdp nhdn gid cao hon, dong thoi han ché lam mat khdch
hang gdy lang phi ché tdi cung g do gid cwdce khong dii thap dé dam bdo canh
tranh”. Céc loai gia cude chiém ty trong 16n trong tong doanh thu ban 4p dung cho
cac doan thi truong 16n ludn duge quan 1y va kiém soat chit ché dé tranh bi anh
huong xau doi v6i suy giam doanh thu ban néi chung. Con ddi véi cac loai gia cude
ap dung cho cac ddi trong khong truyén théng, khong chiém ty trong 16n trong tong
doanh thu ban c6 thé va can phai dugc ap dung linh hoat nham tan dung céc co hoi
ban, ting doanh thu bo sung.

Vé phuong phap xac dinh gia, Vietnam Airlines xac dinh rat rd rang va cu
thé ddi véi thi trudng trong nudce va ngodi nude nhu sau:

* Péi véi duong bay ndi dia: Viéc xay dung gia cude vé co ban cin ctr trén
cac yéu to vé chi phi, dugc thuc hién trong khuon kho quy dinh va phé chuan cua
Cuc Hang khong dan dung Vi¢t nam. Tuy nhién, trong thuc té, do vi thé doc quyén
cua Vietnam Airlines tai thi trudng trong nudc cling nhu thuc hién céc chinh sach
va nhiém vu ctia Nha nudc vé phat trién hop tac kinh té gita cac ving, phat trién vé
van hod, gido duc, 6n dinh vé chinh tri , an ninh qudc phong ma Nha nudc can
khéng ché gia tran cho mot sd duong bay (vi du Ha ndi — Sai gon) va tro gia cho
nhimg duong bay ma xét vé mit kinh té viéc duy tri duong bay d6 ddi v6i Vietnam
Airlines 1a khong hiéu qua (Ha ndi - Lai Chau, Ha ndi - Di¢n bién...).

* Poi Vi cde duwong bay quéc té: Chinh sach gia xay dung ddi véi cac duong bay
ndy vé co ban 1a cin cir trén nhu cau thi trudng va canh tranh . Mitc gia xay dung cho
cung mdt duong bay dugc 4n dinh da dang cho cac phan doan thi truong khéac nhau trén
nguyén tic chung 1a dam bao gia 4p dung trung binh cho cac phan doan thi trudng
thuong quyén 3,4 xoay quanh mitc doanh thu ké hoach du kién va gia 4p dung trung
binh cho cac phan thi thwong quyén 5,6 c6 thé dao dong linh hoat theo sur chip nhén cua

thi truong va khach hang nham tan dung ghé va tai cung ing du thira.
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Lién quan dén viéc da dang hoa gia vé cua Vietnam Airlines, cic cin cit chinh
dé phén biét mic gia bao gdm:
- Phan thi khach
- Sén pham
- bialy
- Muavu
- Thoi han thanh toan
- Kénh ban
- S6 luong
- Tamly
Cac biéu gia dudi day 1a nhimg vi du cho ta biét s& da dang hoa cua

Vietnam Airlines trong chinh sach gia .[22, Tr. 32-34]

THUC TRANG
Da dang hoa
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giam

<&
+PEX 14 giam 20% 2,4 Tr.
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Khach Nguweoi Viét nam

Hinh 2.6 - Bang gia
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Hién tai, gia vé ma Viét nam ap dung tai thi truong ndi dia tuong duong vdi
murc trung binh & khu vue, con dbi véi thi truong qudc té thi gia cudc may bay cua
Viét nam ¢ murc giad co logi thé canh tranh so véi cac Hang khac do yéu t6 lich str, do
chat luong san pham va do vi thé va kha niang chi phéi ciia Vietnam Airlines trén thi
truong. Piéu d6 co thé dé dang nhan thiy ¢ cac biéu so sanh dudi day:

So sanh gia vé noi dia gilta cic Hang hang khong trong khu vuc dugc thé
hién & Bang 2.17.

Bang 2.17- So sanh gia vé néi dia cia cac Hang HK khu vuc

Chang bay Km Mirc gia USD US Cent/km

Kualalumpur — Penang 326 MYR 158 41.6 12.75

Bangkok — Chiangmai 566 THB 2,170 533 9.42

Manila — Cebu 568 USD 71 71.0 12.50

Ha ndi - Pa Niing 611 VND | 800,000 51.0 8.34

Yangon — Keng Tung 615 USD 105 105.0 17.07

Jakarta — Denpasar Bali 961 IDR | 976,000 116.0 12.07

Handi-Tp Hd chiminh | 1,147 | VNP | 1,500,000 95.5 8.33

Peking — Canton 1,868 CNY 1,750 211.0 11.30

Shanghai — Kunming 1,966 CNY 1,800 217.0 11.04

Nguon : Ban tiép thi Hanh khdach — Vietnam Airlines,2007.

So sanh gia vé qudc té giita cac Hang hang khong duoc thé hién & Hinh 2.7.
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So sanh gié tour:
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Hinh 2.7- So sanh gia
Nguon : Ban tiép thi hanh khéach — Vietnam Airlines,2006.

Thuc chit viée chap nhan gia thip hon ctia Vietnam Airlines 13 hop 1y véi
nhirng 1y do sau day:

- Vietnam Airlines 1a mot hang hang khong non tré, chua tao dugc nhiéu uy
tin trén thi trudong quc té.

- Chét lugng phuc vu va tinh chuyén nghiép van chua dat toi mirc cua ddi thu
canh tranh.

- Slot ( thoi diém cat ha canh ) chua thuan tién cho hanh khach.

- Vietnam Airlines dang nd luc duy tri va phat trién thuong hiéu va mé rong
mang duong bay trén thi trudng qudc té, vi vay viée sir dung gia canh tranh
1a mot cong cu rat quan trong trong linh vuc nlay.

Cac can ctr phan doan khach hang cia Vietnam Airlines phuc vu cho muc dich

dinh gia:
* Néu phdn logi theo *“ Muc dich cua chuyén di “thi co cac loai khach sau:
4 Khach di theo muc dich cong vu, dac diém :
= Pic diém:
=  Doi hoi chat luong dich vu & muc cao, thuudong chon cac san phém co
uy tinh, bay thang, thoi gian bay ngin.

» (6 kha nang chap nhan gia & muc cao.
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Thudng dat chd, mua vé va tra tién sat ngay di.
Chu yéu la di 1é va rai déu trong nam.

Thoi gian ctia chuyén di ngan, yéu cau linh hoat trong dat chd chiéu ve.

4 Khach di theo muc dich nghi ngoi :

Khong doi hoi chét luong dich vu & murc cao.

D0 nhay cam véi gia cao.

C6 kha nang chap nhan cic san pham c6 chit lugng dich vu trung
binh, hanh trinh vong véi muc gia thap.

Thuong dit chd sém trude ngay di.

Mua vé, tra tién thong qua cac Cong ty du lich.

Tinh thoi vu cao, di tap trung vao mét sb thoi diém trong nim 1a cac

dot nghi dai theo lich ( nghi h¢, nghi dong, 18 tét...)

4 Khach tham than ( VFR ) :

Quan tam dén do an toan cua dich vu.

Do nhay cam voéi gia rat cao.

Tinh thoi vu cao, di tdp trung vao mot sb thoi gian trong nim. Tuy
nhén ciing c6 mot bo phan 16n o thé sap xép chuyén di vao mua thap
diém dé c6 giam gia.

Thoi gian cta chuyén di dai hon so véi khach di theo muc dich nghi

ngoi.

4 Khach lao dong, hoc tap :

Viéc mua vé do don vi tai trg quyét dinh.
Chu yéu mua vé mot chidu.
Di theo doan va thudng tap trung trong mot khoang thoi gian nhat

dinh theo hop dong.

* Néu phan logi theo “ Hanh trinh di “ c6 cac loai khach sau:

4 Khach thuong quyén 3,4 dic diém :

Khach xuét phat tor Viét nam di mgt nudc thir hai hodc khach di tur

nudc ngoai vao Viét nam, c6 thé cd sy tham gia van chuyén cua Hang
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khéac ( Vi du : khach LAX CI TPE VN SGN , khaich HAN VN PAR
AF BER).

La nguon thu chii yéu ctia Vietnam Airlines.

Doanh thu trén hanh khach.km cao.

Cac loai khach theo loai nay gém : khach diém dén diém, khach feed-

in, khach noi chang .

4 Khach thuong quyén 5,6 dic diém :

Khach thuong quyén 6: La khach di lai giita hai diém cta nudc ngoai
c6 transit tai Viét nam trén cac chuyén bay cta Vietnam Airlines.
Khach thuong quyén 5: Khach di lai giita hai diém & nudc ngoai ma
Vietnam Airlines c6 khai thac chuyén bay thang truc tiép.

La ngudn khach Vietnam Airlines chia s¢ cung hing khac, nham ning
cao hiéu qua sir dung ghé.

Doanh thu trén hanh khach x km thap hon so v&i khach thuong quyén 3,4.
Cac loai khach thuong quyén: khach ching dai ndi chuyén véi ching
dai, chiang ngan ndi chuyén vé6i ching dai va ching ngin ndi chuyén

v6i chdng ngan.

2.2.3.2. Cdc logi gid chii yéu ciia Vietnam Airlines :

Vietnam Airlines hién nay sir dung chinh sach phan biét gid can ctr vao phan

doan thi truong theo dic diém cia khach hang. Theo co cdu nay, gia ciia Vietnam

Airlines bao gom céc loai duoc thé hién & Bdng 2.18. .[23]

Hé thdng gia cuia Vietnam Airlines 1a twong ddi linh hoat, mirc dinh gia 1a

hop 1y — tuy nhién do su han ché trong viéc thiét ké cac qua trinh khac nhau cua

dich vu vi vay su linh hoat nay s€ bi han ché. Khach hang khong c6 nhiéu kha nang

trong viéc lya chon cac cong doan cua dich vu. Chinh vi vay trong chién lugc sap

t5i ciia Vietnam Airlines 13 can phai da dang hon hinh thitc cta san pham (tuy chon

suat an, dich vu mat dat, hinh thanh dang hang khong gia ré ...) va cung véi dé 1a

cac chinh sach phan biét gia dé dap tmg cao nhat yéu cau cia khach hang.
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Bang 2.18- Cac loai gia cua Vietnam Airlines

Hang

Poi twong ap dung

Piéu kién ap
dung

Pac diem co ban

(aor)
ssouisnqg 3uey

- Quan chuc nha
nudc va lanh dao cac
cép ctia cac Cong ty,
Xi nghi¢p di theo
muc dich cong vu.

- Khong han ché
ve dieu kién ap
dung.

- Khach hang st dung gia
business thuong 1a thanh
vién cac chuong trinh khach
hang thuong xuyén cua
hang.

- Khach hang nay c6 nhiéu
kha ning 1a dbi tuong cac
cac hop dong ky gitta nha
nudc hodc cong ty voi hang
hang khong.

Awouody suey

- Vién chirc nha nudc
va nhan vién cua cac
cong ty, xi nghiép di
theo muc dich cong
vu.

- Cac dbi twong khac
co6 thoi luu tra dai
(thuong trén 6 thang)
hodc chi di 1 chiéu
(OW)

- Khéng ¢ han ché
vé diéu kién 4p
dung nhu min/max
stay, thoi han tra
tién, mua vé

- Khach su¢ dung gia
economy c¢6 nhiéu kha ning
la thanh vién cua cac chuong
trinh khach hang thuong
xuyén cua cac hang.

- Khach hang nay c6 nhiéu
kha ning 1a d6i twong cua
cac hop dong ky gitta nha
nudc hodc cong ty voi hang
hang khong.

- Céc vién chirc nha nudc va
nhan vién cua cac cong ty, xi
nghiép di theo muc dich
cong vu thuong co6 thoi gian
luu tra ngén cho nén mudn
loai khach nay mua gia
economy mot nam thi khi
xay dung céac loai gid giam
phai dic biét chii y dén cac
diéu kién min stay.

UOISINIX
AwWouody vin

- Khach cong vu c6 kha
nang chip nhan cac diéu
kién cua giam gia.

- Khéch du lich, nghi
ngoi tu do.

- Khach tham than

- Thoi gian luu tra
(min/max stay).

- Han ché vé doi
ngay bay, hanh
trinh, hoan lai vé.

- Péi tuong sir dung loai gia
nay rat da dang va hién nay
dang mang lai phan 16n
doanh thu khach 1¢ cua
Vietnam Airlines.

- Céc diéu kién han ché Ia
dac biét quan trong dé phan
biét cic db6i twong hanh
khach véi nhau.
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- Khéch di du lich, nghi
ngoi tu do.
- Khach tham than

- it giit cho va tra
tién trudc theo quy
dinh cua gia.

- Thoi gian luu tru.

- Khi xay dung gia can phan
biét rd rang v&i YEE.

- Pic chd theo quy
dinh riéng

g% - Dbt giit chd (ca
. hanh trinh va phai
E khang dinh trudc
khi khoi hanh)
- Han ché vé doi
ngay bay, hanh
trinh, hoan lai vé.
- Khach 1& di du lich, | - Phai kém theo | - Di tuong du lich di 1¢ da
nghi ngoi theo chwong | chuwong trinh du | va dang phat trién manh mé.
o) trinh du lich tron goi. lich tron goi. - HIén nay céc loai gid nay
’E - Thoi gian luu trd. | dang bi lam dung cho céc
- - Han ché vé doi | doi tuong khach 1¢ khong di
ngdy bay, hanh |theo cic chuong trinh du
trinh, hoan tra vé. lich tron goi.
- Khéch doan du lich, | - Phai kem theo |- Loai gid nay dang mang
nghi ngoi theo chwong | chuwong trinh du | phan 1én doanh thu cho
trinh du lich tron goi. lich tron goi. Hang khong Viét nam.
- Thoi gian luu tra. | - Khi xday dung phai chu
P - Han ché vé doi ngay, | trong dén cac diéu kién
:.’; hanh trinh, hoan tra vé, | nham tranh bi lam dung
< tach doan. khéach khong di lai vi muc
= - Yéu cau vé sb | dich du lich.
luong nguoi  t6i | Khong nén giao gia tran lan,
thiéu trong doan. chi tap trung vao mot sb dai
- Pic chd theo quy | 1y thuc sy ban cho khéch di
dinh riéng. du lich doan.
- Khach doan di theo | - Thoi gian luu tra. | - Loai gid nay mang tinh sy
cic hop dong thoa | - Han ché vé tra | kién va mang tinh thoa thuan
thuén. tién, d6i ngay bay, | cao.
- Khach di theo cac | hanh tinh, hoan tra | - Khi xay dung can c6 thong
chuong trinh 18 hoi vé, tach doan. tin thi truong t6 va nim
o vin hoa, thé thao. - Han ché vé déj viing tinh trang chd. .
= lugng 4p dung, s6 | - Gid 4p dung mot lan va
Q ngudi  téi  thiéu | ngan han duoc xay dung va
trong doan. ap dung cho timg truong hop

cu thé nhim ting do linh
hoat cua gia theo moi bién
dong cua thi truong vao bat
ky thoi diém nao.

Nguén : Ban tié}) thi hanh khach, Vietnam Airlines,2006.
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2.2.4. HE THONG PHAN PHOI CUA VIETNAM AIRLINES
2.2.4.1.Hé thong Pai Iy ban ciia VIETNAM AIRLINES

Song song v&i viée hoan thién T6 chire ban trong n0i b VIETNAM AIRLINES,
hé théng phéan phéi qua kénh trung gian dugc hinh thanh va phat trién rat nhanh.

Hé thdng phan phdi cia VIETNAM AIRLINES tai nudc ngoai duoc to chirc
¢ tam bao phu rong vé Pai 1y tai Chau A, Chau Au, Chau Uc va khu vuc Bic My
v61 hang chuc nghin Pai Iy tham gia ban vé1 mure do va hinh thirc chuyén nghiép
hoa khac nhau. VIETNAM AIRLINES da hoan thanh co ban viéc phat trién hé
théng ban thong qua hé thong Pai 1y BSP, 1a hé thong ban rong , chuyén nghiép va
dang tién hanh céac thi tuc tham gia vao hé thong ban qua Dai Iy ARC tai My.

Cac kénh ban hang ctia Vietnam Airlines duoc t6 chtic theo Hinh 2.8

Kénh 1
Vietnam > Khach
Airlines hang
Kénh 2
Vietnam »| Khéch
Airlines Van phong hang
khu vuc
Kénh 3
Vietnam Heé thong » Khach
Airlines dai ly hang

Hinh 2.8- Cic mé hinh kénh phén phoi ciia Vietnam Airlines
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Hé thong ban ciia VIETNAM AIRLINES trong nuéc di bao gom trén 150
dai 1y ban vé tai hau hét cac tinh va thanh phd. Bén canh d6, nham dam bao phuc
vu tt cac ddi tugng hanh khach, VIETNAM AIRLINES di mé thém cac phong
vé tai Ha nodi (3 phong vé) va thanh phé HO6 Chi Minh (3 phong vé) tai cac quin
ctia thanh phd. .[21, Tr. 16]

Viéc to chire tot hé théng dai Iy ban dd dong gdp quan trong va sy phat trién,
tang truong cuia VIETNAM AIRLINES trong lién tuc trén 10 nam qua, dam bdo su
phat trién bén viing ctia Hang.

* Pdc diém ciia Hé thong mang lwdi Pai 1y ban ciia VIETNAM AIRLINES:
-Hé thong dai Iy ban ciia VIETNAM AIRLINES bao phii rong vé dia Iy va lom vé s6 hirong:

e VIETNAM AIRLINES gom c6 gdm khoang 15.000 dai 1y ban bao gém 9
Téng Pai Iy (GSA), 200 dai 1y chi dinh (PSA), trén 14.000 dai 1y va diém ban BSP
va Non-BSP bao phii rong vé mat dia 1y. .[22, Tr.23]

e Trén thé gi6i tai cac thi truong VIETNAM AIRLINES c6 hoat dong khai
thac nhu: Viét nam, Chau Uc, Péng Nam A (Singapore, Malaysia, Thai Lan,
Philippines, Cam Pu Chia, Lao), Pong Bac A (Trung Québc, Hong Kong, Pai Loan,
Han Qudc, Nhat Ban), Chau Au (Phap, Ptrc, Nga), Bic My va td chirc mang ban
qua GSA/PSA/BSP tai cac thi truong chua khai thac to1 nhu: CH Séc, Anh, Ha Lan,
Bi, Thuy Si, Ao, Bic Au, An D9, Israel, Indonesia, Canada.

e Tai mdi thi truong, VIETNAM AIRLINES phat trién hé thong dai 1y dén
nhiéu dia phwong va thanh phd.

- VIETNAM AIRLINES sir dung kénh bdn hang truyén thong

Véi chién lugc phat trién manh ban thong qua hé théng cac dai 1y ban lé,
VIETNAM AIRLINES d3 trién khai hoat dong ban tai tat ca cac thi truong on-line
va dang trién khai t6i cac thi truong off-line Ty Au: Anh, Bi, Ha Lan, Bic Au,
Thuy Si...

e Hién tai di c6 gan 14.000 dai 1y BSP tham gia ban cho VIETNAM
AIRLINES trén tong s6 khoang 50.000 dai 1y BSP trén toan thé gidi.
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e Viéc to chirc ban qua hé thong ban BSP d3 ting kha ning dam bao dugc
chat luong dai 1y tham gia ban cho VIETNAM AIRLINES (dai 1y ¢6 chung chi
IATA), giam chi phi ban, quan 1y thu ban.

e Ty trong ban qua hé thong BSP tai cac thi truong ngoai nude (trir Viét nam)
chiém trén 50% tong doanh thu ban cia VIETNAM AIRLINES.

e VIETNAM AIRLINES to chitrc ban t6i khach Thuong nhan (Corporate
Traveler) bang viéc thAm nhap vao cac hé thong dai 1y ban chuyén nghiép cho ddi
tuong khach nay.

e Dé ban duoc dbi twong khach nay, khong chi dya trén san pham cua
hang khong ma dya trén trinh d6 va kha ning dap tng dich vu cua cac hé thong
dai 1y ban.

e Céc hé théng dai Iy VIETNAM AIRLINES d3 c6 hop dong ban 1a cac hé
théng 16n, c¢6 nhiéu uy tin trén thi trudng American Express, Carlson Wagonlit,
BTI, TQ3, ...

Bo sung cho viéc su dung hé théng dai Iy ban hién tai

e VIETNAM AIRLINES ciing ap dung céc k¥ thuat ban hién dai nham dam
bao phat huy t6i da hiéu qua ban cua hé thong dai 1y ban d6 1a: sir dung hé thong
phan phéi san pham (GDS) va phan phdi gia ban tu dong.

e Hién tai VIETNAM AIRLINES van dang chi dinh mot sb cac dai ly chi
dinh PSA chu yéu 1a do thi trudng chua phét trién hinh thac dai 1y ban BSP nhu
tai Viét nam (c6 trén 140 dai Iy PSA), Lao hoac nham vao mot sd phan thi dac
thu (nhu khach du lich, Viét Kiéu) tai mot sb thi trudng cu thé nhu: Ba Lan,
CH Séc.

Mang lwéi dai 1y ban phdn biét véi thi truong, theo doi tieong khdch:

M3di d6i tugng khach co dic diém khac nhau, c6 cc cach tiép can ban khac
nhau. Dé khai thac mdi d6i twong khach, VIETNAM AIRLINES phai Iya chon

dung dai Iy ban theo tdp quéan, cach to chirc ban trén thi truong. Vi du:
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e Khach Thuong nhéan: st dung kénh ban khach 1¢, khach thuong nhan
(Corporate Account) nhu hé¢ théng ban 1¢ BSP, cac hé théng ban AMEX,
CWT, BTL

e Khach Du lich: stt dung cac Cong ty Du lich (Tour Operator) xay dung
cac san pham du lich vé Viét nam va cac diém dén theo dinh hudng ban, khai
thac cia VIETNAM AIRLINES. Bén canh cac hoat dong quang ba diém dén
ddi v6i khach du lich, VIETNAM AIRLINES chu truong hop tac véi cac T/O
16n trén mdi thi truong nham dam bao kha ning to chitc ban, VIETNAM
AIRLINES con ¢6 co hoi tham nhdp thi trudng bang uy tin cua cac T/O nay.
Cac T/O 16n tham gia ban cho VIETNAM AIRLINES: TUI, Thomas Cook,
Kuoni, JTB, ...

e Khach Thiam than: cha yéu st dung cac dai Iy Viét Kiéu dé to chuic ban,
tiép thi t6i cong dong nguoi Viét nam. Pa phan cac dai Iy Viét Kiéu to chic ban
don gian, khong chuyén nghiép nhu cac dai 1y 16n da ton tai 1au trén thi truong
nhung mang hiéu qua dbi voi viée khai thac khach ngudi Viét nam.

Sit dung két hop cdc Pai Iy ban trong kénh bdn:

Mang ludi cac kénh phan phdi va ban ciia Vietnam Airlines tién mé rong
bén tryc tiép (tir cac van phong chi nhanh, cic vin phong tong dai 1y va dai Iy hd tro
tiép thi) va ban qua cac kénh ban 1é trén thi trudng.

e  Viéc st dung cac kénh ban xi chu yéu tap trung vao cac phan thi dac biét,
tai cac thi truong co tap quan dac thu. Vi du nhu vi¢e stir dung cac Consolidator (ban
xi) dé nham phéan phdi gia, san pham ciia VIETNAM AIRLINES dén cac dai 1y ban
1¢ thudc cac consolidator nay. Hinh thirc nay pho bién ddi vai cac thi trudng chau
Au. Chénh léch gia giira kénh ban xi va ban 1¢ nham tra cong cho cac dai 1y thudc
kénh ban xi cho qua trinh phan phdi ciia ho.

e Ngoai ra, VIETNAM AIRLINES ciing giao gid uu ddi hon cho mot sb
cac dai 1y 13 ban hang 16n, ddi tac 16n, mang tinh chién lugc nhim tao dung long

trung thanh cua dai 1y nay, 161 kéo dai ly tham gia ban cho VIETNAM AIRLINES va bu
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dap céc chi phi do cac dai 1y bo ra dé phat dong ban cho VIETNAM AIRLINES. Vi du
viec VIETNAM AIRLINES giao gid vu dai cho T/O 16n, ban khach du lich nhu
Nouvelle Frontier tai Phap.

Vietnam Airlines chira sir dung kénh ban hang truc tuyén va vé dién tir :

Mic du st dung kénh ban theo kiéu truyén thong twong d6i hiéu qua, tuy
nhién ciing that dang tiéc cho Vietnam Airlines v&i tu cach 13 hing hang khong
quéc gia van chua thuc hién dugc kénh ban hang truc tuyén — mdt kénh phan phéi
rat hiéu qua va duoc hau hét cac hang hang khong qudc té dang sir dung. Viée st
dung ban hang truc tuyén va vé dién tir ( e-ticket ) s& gitip cho dich vu cua hing c6
tinh dé tiép can hon rat nhiéu, giam chi phi phan phdi, ting thi phan va ting hiéu
qua kinh doanh.
2.2.4.2.Chinh sdach Dai ly
* Chinh sach hoa hong

Chinh sach gia cudc dugc xay dung két hop véi mot chinh sach hoa hong
da dang (ciing 1a mot bo phan cau thanh khong tach roi ciia chinh sach gia cudce
n6i chung) theo tip quan 4p dung tai cac thi truong khac nhau hoic theo yéu cau

chu quan cia VIETNAM AIRLINES trong canh tranh:

+ Cac dang hoa hong ap dung chu yéu gém hoa hong ban, hoa hong hd trg
tiép thi, hoa hong téng dai 1y, hoa hong gom khach... Viéc 4p dung chinh sach gia
cudc voi cau tric hoa hong tiry thude vao cac yéu td, tip quan trén thi trudng.

+ Dbi v6i hoa hong Tong Pai 1y, VIETNAM AIRLINES 4p dung mtc hoa
hoéng (overriding commission) theo hgp dong dugc ky két gitta VIETNAM
AIRLINES va Tong Pai 1y v6i mirc dao dong tir 3% - 5%. Dbi v6i Dai 1y, tiiy theo
tap quan thi truong, VIETNAM AIRLINES 4p dung hai hinh thtrc 1a 4p dung muc
hoa hong dai 1y theo % cila gia ban hodc giao gia net dé Pai 1y ty xdy dung (mark

up) theo thi truong.

+ Vietnam Airlines chi truong cat giam chi phi hoa hong ban theo xu thé

chung ciia nganh hang khong tién téi viéc giao gia chuan (Fee Base ) cho cac dai ly. Vé
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co ban, Vietnam Airlines tién hanh diéu chinh giam va dp dung mirc hoa hong dai 1y
giéng cac hang canh tranh tai cac thi truong nude ngoai. Tai Viét nam, VIETNAM
AIRLINES vdi tu cach hang chu nha, di chi tri viéc diéu chinh giam hoa hong ban
qudc té tir 9% xudng 5% va ap dung mirc hoa hong ¢ dinh (khoang 2%) déi véi hoa
héng ndi dia.

* Thuong khuyén khich

Péi v6i thuong khuyén khich: hinh thire nay chwa dugc ap dung phd bién
nhu mot cong cu ban ma dang dugc ap dung cho viéc khai thac mot s6 phan thi
khach dac thu hodc tai thi truong c6 dic thu:

+ Hién tai VIETNAM AIRLINES ap dung hinh thtrc thuéng khuyén khich
tai thi truong Pai loan cho phan thi khach 3/ 4 1a chu yéu.
+ VIETNAM AIRLINES ciing di bat dau ap dung thuong khuyén khich tir
nam 2002 cho cac hé théng dai 1y ban cho khach thuong nhan va tir nim
2004 cho cac T/O 16n 1a ban hang 16n tai Chau Au ban cho khach du lich.
* Ho tro mang ban:

Véi quan diém rang hd tro cac dai 1y 1a mot trong cac bién phap quan
trong dé cac dai Iy tranh sai sét, tao ra mot dich vu ban tot hon dén khach
hang va qua d6 khuyén khich cac dai 1y ban nhiéu hon, trung thanh hon véi
VIETNAM AIRLINES, VIETNAM AIRLINES dang thuc hién cac hoat dong
ho tro:

— T6 chuc ddo tao nhan vién céc dai Iy thuong xuyén hang nam.

— Cung cép cac thong tin vé cac quy dinh mdi, san phdm méi va cic budc
phat trién cia VIETNAM AIRLINES.

— Cung cép cac 4n pham, vat pham va qua ting khuyén mai. Tuy nhién van dé
nay dang gip nhiéu tré ngai do s6 lwong va thé loai cac 4n pham, film slide

con qua it, mot 4n pham rat thiét yéu nhu lich bay thi thuong cham.
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2.2.5.CHINH SACH GIAO TIEP DICH VU

2.2.5.1.Hoat dpng qudng cdo:

Nhu bit cir mot hing hang khong nao khac noi riéng hay nhu bat cir mot
doanh nghiép muén quang ba san phdm cia minh ra thi trudng, khach hang
Vietnam Airlines ludn chi trong dén quang cdo san pham va thi hiéu cia minh ra
thi truong. Quang cao cua Vietnam Airlines duoc thuc hién rat tot. Nhan thire duoc
tim quan trong cua Quéang céo, Vietnam Airlines di xay dung cho minh mot ké
hoach va chién lugc quang cdo dai han.

V&1 muc dich nhu vay, Vietnam Airlines da thué mot Cong ty tu van chuyén
thuc hién viéc quang cdo cho Vietnam Airlines, d6 1a cong ty Publics Worldwide
Hongkong Ltd ( Cong ty ndy duoc lwa chon thong qua du thau ) véi trach nhiém
chinh 1a x4y dung cac ké hoach quang céo ngan, trung va dai han, tu van y tudng
quang céo va thiét ké quang cdo, thuc hién cac hop dong quang cao va thué phuong
tién quang co dudi sy giam sat va phé chuan ciia Vietnam Airlines.

Vié¢c lya chon dai 1y quang cdo & nudc ngoai 1a dya trén cac co sé sau day:

- Dbi tac rat c6 kinh nghiém cho viéc nghién ctru thi truong va thu thap
thong tin thi trudng cho viée lya chon chién luoc quang cao phu hop cho
Vietnam Airlines.

- Pbi tac ky hop dong quang cio voi cac hing t6 chiic quang cdo/ cac dau
bdo, tap chi... vi vdy gid quang cdo s€ ré hon so vdi Vietnam Airlines ty
lam ( theo thong ké 1a chi phi s& thdp hon 30-50% so véi gia cong b )

- Dbi tac c6 kha ning lya chon cac kénh quang cdo, tap chi, bdo véi thoi
lugng va thoi gian phi hop nhat.

- Dbi tac c6 hé théng cong tac vién tich cuc va tin cay.

- Dbi tac co kha ning tu van thay d6i cac chién luge quang cao phu hop véi
su van dong va xu hudng cua thi truong.

Ké hoach quang cao ctia Vietnam Airlines tir nim 2001 dén nim 2008 dugc

thé hién & Bdng 2.19.
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Bang 2.19 — Muc tiéu quang cao cua Vietnam Airlines

Thoi diém | Buéc Chién lugc quang cao Strategy

Giai quyét cac can trd chinh khién | © Address key barriers.

khach hang khong Iua chon © Establish positioning.

Vietnam Airlines va tao dung vi tri

2001 Buoc 1

Vietnam Airlines trén thi truong

Tap trung xay dung thé manh va © Build on strength and
2002 Buwoc 2 .. ,
cung c0 vi tri thuong hiéu reinforce position

Tap trung xay dung thé manh va © Build on strength and
2003 Buwoc3 | | . ;.
cung co vi tri thuwong hiéu reinforce position

Xay dung lién két tinh cam thong | © Build emotional bonds

2004 Buéc 4 | qua thuyét phuc 1y do Iya chon © " give reasons to fly"

Vietnam Airlines.

Phat trién gia tri thuong hiéu da © Evolve brand equities
2005 Buoc 5

xay dung.

Xay dung gia tri va ciing cb lién © Build on equities and
2006 Budc 6 Lo )

ket tinh cam. Reinforce bonds.

Phat trién gia tri thuong hiéu da © Evolve brand equities
2007 Buoce 7

xay dung
2008 S& dugc trinh bay trong chién luge quang céo trong 5 nam téi

Nguén - Ban Ké hoach — Thi truong, Vietnam Airlines,2007.

Quang cdo dugc Vietnam Airlines lya chon va thyc hién bao gém 2 kiéu
quang céo chinh d6 13 Quang c4o chién luoc va Quang cdo chién thuat. Quang cio
chién luge duge thuc hién trén toan cau véi muc dich chinh 13 tao dung va duy tri hinh
anh cua Vietnam Alirlines trong tdm tri khach hang va khach hang tiém ning va quang
céo nay dugc thuc hién chung cho tit ca cac khu vuc thi truong khac nhau. Con quang
céo chién thuat duoc thuc hién & tai nhing thi trudng cu thé, thoi diém cu thé va thong

diép quang céo dugc gan lién véi nhitng su kién lién quan dén thoi diém va dia diém ay
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( vi du quang cdo cho md tuyén bay Ha ndi - Pa lat, Giam gia TP. HO chi minh -
Tokyo, Khai truong dudng bay thang Ha ndi - Mosco- Franfurt...).

Hoat dong quang céo ctia Vietnam Airlines twong d6i da dang, Hing da st dung
rat nhidu cac phuong thirc va phuong tién khac nhau dé quang b hinh anh ctia minh.
*Qudng cdo chién lwoc chung cia Vietnam Airlines:

- Qudng cdo trén truyén hinh:

Céc kénh truyén hinh chinh duoc st dung trong quang cdo cua Vietnam
Airlines 1a CNN Asia ( nham vao d6i tuong khach thuong gia ), Discovery ( 1a kénh
truyén hinh duoc danh gia sé 1 nham vao ddi twong khach du lich va thuong nhén ),
Lala TV, Nikkei CNBC ( Nhat ban ), Cannel Plus, LCI Odysee ( Phap ), ABC Asia
Pacific TV, Channel 9 ( Uc)... 1a nhitng kénh truyén hinh rt phd bién va quen
thudc d6i vai cac doc gia.

Tong s6 lan xuat hién quang cdo cia cac kénh trén truyén hinh cta Vietnam
Airlines trong cac nim 2005,2006 va 2007 tuong Gng sé 1a 1470, 1579 va 1571 lan.
Tai Viét nam quang cdo trén truyén hinh dugc Vietnam Airlines sir dung trén cac
kénh VTV1, VTV3,VTV4, Truyén hinh Ha ndi va Truyén hinh TP. Ho6 Chi minh
v6i nhiéu mau quang cdo khac nhau nhu " Gidi thiéu mang duong bay", " Viét nam
- Piém dén cua Thién nién ky moi " Véi sd luong 1an xuét hién trung binh 1a 300
lan/nam.

- Qudng cdo trén cdc phwong tién in dn:

Céac dau bao duoc lya chon 1a nhitng bao/tap chi 16n c6 dbi twong doc gia 1a
khach hang muc tiéu ctia Vietnam Airlines ¢ chau A : Newsweek, Fortune, Time,
Tabi Meiji, Ashahi, TTG Asia, Ashahi, CFO China), & Phap ( L'Express, Tour
Hebbo), Uc ( Good Weekend, Conde Nast Traveller, Travel Trade Australia...),
Han Qudc ( Chosun Libo).

Tong s6 lan xuat hién 1a 121, 73 va 160 lan twong tmg véi cac nam 2005,2006 va 2007.

Tai Viét nam, cac tap chi dugc lya chon la Vietnam Economic Times, Thoi
bao kinh té Viét nam, Lao dong, Viét nam News, Pa Nacmg, Sai gon Giai phong

(Tiéng Viét va Tiéng Hoa), Le Courier du Vietnam, Thanh Nién, Vietnam
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Discovery...Ngoai ra Vietnam Airlines cling thuyc hién quang c4o hinh anh trén mot
sb bao, tap chi mang tinh dai dién cho luc lugng, nganh cong an, quan doi, du lich,
nong dan Viét nam... trong ky phat hanh dic biét nhan ky niém nhiing ngay 1& 1én
ctia dan toc va ctia nganh cha quang dé hd trg bao lam tét cong tac tuyén truyén.

- Quang cao Ngoai troi

Quang c4o ngoai troi tai diém d6 xe bus ¢ 1,2m x 1,8m & Bac Kinh va Quang
Chéu voi 214 bién quang céo.

Quang c4o trén manh hinh 16n trong sudt thoi gian dién ra Worldcup tai Seoul.

- Qudng cdo théng qua té chitc cdc Press Tour

Trong 3 nim qua, Vietnam Airlines di to churc rat nhiéu cic doan Press Tour.
Thuc chét cia cong tac nay 13 Vietnam Airlines moi dai dién ctia cac co quan béo
chi co6 uy tin va tai trg mot phﬁn hoac toan bd cho chuyén di cua ho t61 nhitng diém
ma Vietnam Airlines c6 chuyén bay. Va trén co sé ay sé nho su hop tic cta cac co
quan bao chi nay ding tai nhitng thong tin tot dep vé Vietnam Airlines. Pang ké dén
trong hinh thirc quang cdo nay 1a viéc t6 chirc cac Press Tour ti Nhat, Nga khi
Vietnam Airlines m¢ duong bay mdi, Press Tour Nhat, Phap, Han quéc, Uc va Thai
lan vao Viét nam thuc té va viét bai sau khi dai dich SARS duoc khéng ché tai Viét
nam ciing nhu viéc mé duong bay méi dé khuyéch truong ngudn khach in-bound,
két hop du lich Viét nam véi cac diém du lich khac trong khu vuc. Ngoai ra, cac cac
Press Tour khac duogc thuc hién dé viét bai quang ba vé cac diém dén du lich Viét
nam ciling nhu dich vy ctia Vietnam Airlines.

Thong qua viéc to chiic tot cac doan Press Tour vao Viét nam va ra nudc
ngodi, Vietnam Airlines di x4y dung tot quan hé véi gidi bao tri va thong qua bao
gidi dé xay dung mot quan niém dung dan cua hanh khach trong viéc danh gia chat
lugng dich vu cling nhu sy phat trién nhanh chong ctuia Vietnam Airlines.

Quang cao thong qua cac Roadshow:
Thuc chit cua hinh thirc " roadshow" 1a viée ding ra t6 chue cac su kién nhu
vin hoa, lich sir, thé thao. . .tai cac nudc dé gop phan quang ba hinh anh, dat nudc va

con nguoi Viét nam véi du khach nudc ngoai va thong qua dé quang ba tich cuc
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cho hinh anh cua Vietnam Airlines. Roadshow la hinh thirc dugc Vietnam Airlines
danh gia rt cao vé& mat hiéu qua va da duoc thuc hién tai Nhat ban, Pic va Anh.
Quang cao thong qua cac hoat dong tai tro:
bé quang ba cho minh, Vietnam Airlines da lya chon cac su ki¢n tai trg trén

co s0O tinh hi€u qua, tiét kiém chi phi bﬁng tai tro vé mién cudc cac ching ndi dia,
quéc té vao mua thap diém hoic véi kinh phi thap nham hd trg cong tic quang céo
chién lugc, khuyéch truong hinh anh ctia Vietnam Airlines tai thi truong qudc té va
thi truong Viét nam. Mot vai hoat dong tai tro cia Vietnam Airlines da thuc hién
trong thoi gian qua bao gdm:

" L& hoi van hoa Viét - Nhat tai TP. H5 Chi Minh ", " L& héi ruou bia Qudc

té nam 2006 tai Viét nam ", L& hoi bia qubc té 1an 8 ¢ Puc, Hoi bao nhan

dao tai Phap, Giai Golf Mercedes 2006, Boan ngh¢ si bai Tiéng no6i VN di

bicu dién ¢ Nhat ban.

- Tai trg vé may bay va hd tro hiéu qua cac doan quay phim cta Phap, Nhat
ban, Han quéc , Ptic , Nga va Théi lan cho viéc 1am phim gidi thiéu diém
dén du lich Viét nam va khuyéch trerong hinh anh cia Vietnam Airlines.

- Tai tro cho cudc thi Tri tué¢ Viét nam do bao Lao dong va VTV3 to chirc
vé6i kinh phi duogc quy doi bang vé.

- Tai tro mang tinh hd tro cho mot s6 su kién thé thao, van hoa, nghé thuat
nham xay dung tinh cam, su than thién vd6i khach hang nhu : Giai vo dich
cac doi manh toan qudc do Lién doan bong chuyén Viét Nam to chirc, Nha
hat nhac vu kich Viét nam, Dan nhac Giao huéng Viét nam...

Quang cao qua internet:

Quang cédo qua internet duoc thuc hién dudi 2 hinh thic chinh:
+ Duy tri, cdp nhat va nang cap trang web thong tin ciia Vietnam Airlines
( bao gdm céc thong tin gidi thiéu Hang, lich st hinh thanh va phat trién, lich bay,
cac diém dén, cac chuong trinh khach hang...). Trang web cua Vietnam Airlines

dugc duy tri & cac tén mién www.vietnamair.com.vn, www.vietnamairlines.com.vn

va www.vietnamairlines.com . Vietnam Airlines.
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WHAT'S NEW'!
Hightight e e
Triple peints from Hanoi to Thailand, Hong = Triple points from Hanoi to
Kong and China Thailand, Hong Kong and
China
“istham Aitlines is affering & triple points pramation far = Specials an flights ta
flights between Hanoi and Bangkok, Hong Kong, France
Shanghai and Kunming. Effective from September 15t ta « Earn up to 3000 bonus
31st, 2004, this offer makes it easy to earn a lot of points points to Japan
fast. If you're just short of the points needed to claim an « Cooperation with
award, why not take a trip to one of these exciting el bntels
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Hinh 2.9- Trang web ciia Vietnam Airlines
Nguén : www.vietnamairlines.com.vn

Trang web nay ludn dugc cip nhit cic thong tin moi nhit ciia Vietnam
Airlines. N6 giup cho khach hang co thé d& dang truy cép va tim hiéu cc thong tin
vé hang, cling nhu viéc xac dinh chuyén bay, cach thirc mua vé va dat chd phuc vu
cho nhu cau di lai cia ho. Hinh 2.9 1a mét mot vi du trang cha ( Home page ) trong
Website ciia Vietnam Airlines .

+ Quang cdo Vietnam Airlines dudi hinh thirc cac banner tai cac trang thong
tin khac c6 ndi dung phong phi va ¢6 sb luong doc gia truy cap 16n, dbi tuong truy
cap phu hop vé1 muyc ti€éu quang céo cua Vietnam Airlines nén quang cao nay co
hiéu qua 16n trong viéc khuyéch truong hinh anh ciia Vietnam Airlines tai Viét nam
va trén thé giéi voi muc chi phi thip. Cac trang thong tin ma Vietnam Airlines

thuong su dung hinh thuc quang cdo nay la www.laodong.com.vn,

WWwWw.vietnamtourism.com,Www.vnexpress.net, www.vnn.vn...
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Ngan sach cho quang céo cua Vietnam Airlines dugc thé hién & Bang 2.20.

Bang 2.20- Ngan sach quang cao

Nam NS Quang cao NS Quing cdao | Tong NS Quang cio
tai TT Quéc té | tai TT Noi dia
Nam 2003 2,100,034 $ 350,896 $ 2,450,930 $
Nam 2004 2,250,745 $ 390,626 $ 2,641,371 §
Nam 2005 2,367,993 § 451,300 $ 2,819,293 §
Nam 2006 2,485,118 $ 578,294 $ 3,063,412 $
Nam 2007 3,680,334 § 530,944 $ 4,211,278 $
Nguén: Ban Ké hoach — Thi truong, Vietnam Airlines, 2005.
2.2.5.2- Logo

Truéc ddy Vietnam Airlines sit dung biéu tuong “Con co “lam logo cho
hang. Do thoi gian xay dung chwong trinh gap rut, thiét ké cua biéu tugng Con CoO
chi thé hién duoc mau biéu tuong vé co ban va chua di vao xay dung chuong trinh
tong thé véi cac ing dung cu thé nhu thiét ké phong vé, van phong, trang phuc, vat
dung va cac thiét bi mat dat, noi that may bay.... Vi thuc té d6, viéc str dung miu
biéu tugng Con CO gip rat nhiéu khé khian do thiéu tinh dong bo, tinh chuyén
nghiép va tinh my thuat ciing chwa cao. Bén canh do, y nghia cta biéu tuong Con
Co khong duoc 1am rd trong qua trinh thiét ké ban dau di 1am cong tac quang ba rat
kho thuc hién.

Dic biét, biéu hién 16n nhat cua su khong déng bo nay bdc 10 khi Vietnam
Airlines dat mua mdy bay mé&i. Khi mua may bay, nha san xuat déu yéu cau phai co
nhimng thiét ké k¥ thuat chi tiét dong bo vé ngoai that va noi that ciia may bay s&
mua. Vi du: thiét ké k¥ thuat chi tiét biéu twong trén than may bay, mau va ky hiéu
son chuén, cling nhu mau sdc, mau hoa tiét va chit liéu cta cac vat liéu ndi that nhu
vai boc ghé, tham, rém, khoang bép trong mdy bay...

Viéc xdy dung biéu tuong moi la can thiét va phai dya trén co s& chién luoc

hinh danh ctia Hang nhdm cac muc tiéu sau:
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e Chiém linh vi tri chu dao trén thi truong van tai hang khong noi dia, tao dung
hinh anh 13 hing hang khong cua mdi nguoi dan Viét Nam, gin bo véi ngudi
Vi¢t Nam nhu 1a phuong tién chuyén ché dang tin cay.

e Lam thay doi han theo huéng tich cuc hinh anh ctia Hang trén thi truong thé gidi.

e Phan anh cac gia tri van ho4, tinh than cia dan toc Viét Nam.

e (6 kha ning canh tranh véi nhimg hang hang khong 16n trén thé gidi.

e Cung cd long tin va niém ty hiao cho can bd va cong nhan vién trong Hang.

e Phai tuan thu mot sd tiéu chi nhu: tinh doc ddo, khac biét rd rang so voi cac
hang hang khong khéc, nguoi nudc ngoai co thé cam nhan duoc y nghia cua
biéu tuong. Ngoai ra con phai thé hién nét thanh lich, ngh¢ thuat cia tinh cach
con ngudi Viét Nam va phai co thiét ké tinh xao vé hinh hoa.

Biéu tuong Bong Sen Vang da thod man ca 6 muc ti€u trén, cu thé:

Wislmeaam MAidlines

Hinh 2.11- Logo cuia Vietnam Airlines

Ngu5n.‘ www.vietnamairlines.com.vn
- Phan anh lich str, van hoa Viét Nam, thu hat sy cht y, khoi day niém tu
hao dan toc
- C6 su d6i mbi hoan toan so véi biéu twong hién thoi.
- Co tinh doc ddo, khac biét véi cac hang hang khong khéc trong khu vuc.
- Labiéu twong ma nguoi nudc ngoai cé thé cam nhan duoc ¥ nghia.
- Phan anh phong thai lich 1am, nét tich cuc trong tinh cach nguoi Viét nam.
- La biéu tuong tinh té ngang tim v&i biéu tuong cua cac hing hang khong
16n trong khu vuc.
Cung véi viéc dau tu, nghién ctru dua ra biéu twong méi, Vietnam Airlines
dd c6 mot ké hoach tong thé dé tuyén truyén, quang ba biéu tuong méi voi nhimg

nét co ban nhu sau:
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e L& ra mit biéu trong méi: cudi thang 10/2002 cung véi thoi diém Vietnam
Airlines thué thém 01 mdy bay Boeing 767. L& ra mit biéu tuong méi vao dung
thoi diém nhan thém 01 may bay Boeing 767 cang lam ting thém an tuong
trong khach hang vé sy doi moi, phat trién cua Vietnam Airlines, nhAn manh
thém tinh sy kién cua Vietnam Airlines. Hon nita, trong nam 2003 Vietnam
Airlines tiép nhan 04 may bay thé hé mdi Boeing 777, chiéc dau tién s& dugc
dua vao str dung vao thang 4/2003.

e Bién soan va phat hanh sach huéng din sir dung biéu tuong: ddy 1a cong cu
dam bao viéc trién khai ap dung 16g6 méi duoc nhat quan va c6 hé thong, dua
ra cac quy dinh chéat ché viéc st dung 16g0 in trén cac trang thiét bi, xe c0, van
phong pham, d6 ding phuc vy hanh khach, trang tri tru sé, quiy lam thii tuc san
bay, phong vé v.v.

e Tb chuc tuyén truyén y nghia muc dich méi, khoi day niém tu hio va long tin
cho ddi ngil can bd céng nhan vién trong Hang, huan luyén dao tao sir dung
16g6 ma&i cho toan bd cac don vi trong Hang.

e Tb chirc chién dich tuyén truyén quang céo rong rii cho cong ching trong va
ngoai nudc vé biéu twong méi. Vietnam Airlines tién hanh quang cao trén bao
chi chau Au, Uc, chau A - Thai Binh Duong va Viét Nam. Quang cdo trén mot
loat kénh truyén hinh CNN, Discovery, BBC, TV5, CNBC, VTV ... DPéi voi
cac hoat dong tuyén truyén cong chung, Vietnam Airlines thuc hi¢n nhiéu hoat
dong nhu tra 10i phong van béo chi, truyén hinh, to chirc thuyét trinh va trién
lam cac tng dung cua biéu tuong mai, td chuc hop bao. Viéc thuc hién déng
loat cac hoat dong, gilt viing tinh nhét quan nham dat hiéu qua tbi da.

Béng kha ndng biéu dat cua biéu tuong moi két hop véi td chirc c6 ké hoach
mot chuong trinh tong thé trién khai Biéu tuong méi, hy vong trong mot thoi gian
ngan biéu tugng méi cua Vietnam Airlines s& di vao tdm tri khach hang trong va
ngoai nudc.

Vé kinh phi thyc hién, Vietnam Airlines da dé nghi cac nha san xuat may bay

hd trg vé chuyén mén va tai chinh. Boeing - Hang san xuat may bay cia My da dong y
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tai trg 2,5 triéu do la, dugc thuc hién thong qua Peck Communication (1a cong ty quang
céo ciia My da chu tri chuwong trinh biéu trong Hoa Phong lan cta Thai Airways rat
thanh cong). Ngan sach nay cho phép thuc hién cac cong viéc thiét ké, tu van, cac thu
tuc dang ky, tién hanh gi6i thiéu va huéng dan st dung thiét ké méi va thuc hién mot
sO san pham tmg dung mau (son 01 may bay B767, mdt s nhan, ap phich, tai liéu
tuyén truyén, sach huéng dan sir dung biéu twong mdi...), toan bd chi phi cho chuong
trinh quang cdo, tuyén truyén cong chiing vé biéu tuong méi.

Trén tinh than tiét kiém va xét diéu kién thuc té cua Hang, Vietnam Airlines
s& thyc hién phuong an thay thé dan theo nguyén tic cudn chiéu, dau tién gi6i han
trong pham vi tai tro ciia Boeing, sau d6 biéu tugng mdi s& thay thé biéu tuong cii
theo phuong thirc "cai méi vao, cai cii ra", thoi gian chuyén dbi du kién trong
khoang 5 nam. Viéc thay dbi biéu tuong mai trén dung cu phuc vu hanh khéch, an
pham, vat pham, ching tir tai chinh chu yéu dua trén ngan sach mua sam moi, ngan
sach chi thuong xuyén hang nim cia cac don vi khi nhitng hang muc dung Biéu
tugng cii hét, phai thay thé hodc phai son lai. Poi may bay, trang thiét bi phuc vu
mat dét, phuong tién van tai sé dugc trién khai son biéu tuong madi vao cac dot C-
check (mdy bay), dai tu, stra chira hoac bao dudng.

Mic du chi phi cho viéc nghién ciru, thiét ké, thay ddi biéu twong 13 rat 16n,
tuy nhién viéc tim ra d6i tac hd trg kinh phi ciing nhu phuong thirc tién hanh thay
thé di 1am giam thiéu cac chi phi, cho phép Vietnam Airlines thyc hién tot Chuong
trinh biéu twong Bong Sen Vang trong bdi canh kinh té hién nay.

Chuong trinh phat trién logo mdi va xay dung biéu tuong cia Vietnam
Airlines 13 viéc can lam va dat duoc nhirng thanh qua nhét dinh.

2.2.6. CHINH SACH CON NGUOI

Tong s lao dong ctia Vietnam Airlines tinh dén thoi diém hién tai 1a 12
ngan nguoi, trong d6 khdi van tai hang khong 1a 6,5 ngan ngudi, chiém 54,2%. Luc
lugng lao dong cua Vietnam Airlines vé co ban c6 tudi doi tré véi hon 84% dudi 36
tudi, ty trong lao dong c6 trinh dg dai hoc va trén dai hoc chiém hon 40%. Doi ngi

can bd quan ly dugc danh gia cao va tao dugc niém tin ¢ lanh dao Vietnam Airlines
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g6p phan dang ké vao nhing thanh coéng cta Vietnam Airlines. Trong tdm phat trién
nhan luc & khdi van tai trong nhitng nam qua la dao tao lai va dao tao méi nguoi lai,
k¥ su va k¥ thuat vién, dao tao va bo sung can bd quan 1y, nang cao chat lugng tiép
vién. O giai doan trudc d6i ngil 1ai may bay ctia Vietnam Airlines phai sir dung
100% ngudi nude ngoai, diéu nay lam tang chi phi va khong phat huy duoc tinh chit
dong trong diéu hanh chuyén bay. Trong 05 nim qua, Vietnam Airlines da tich cuc
phat trién doi ngli nay bang cac phuong phap nhu: gui di dao tao & nude ngoai va
dao tao trong nudc. Hang tram nguoi 141, k¥ su, k¥ thuat vién da dugc guri di dao tao
¢ uc, Phap, Anh, Han Quéc... Pén cubi nam 2007, Vietnam Airlines d3 co 145
nguoi lai (trong d6 co 120 nguoi 1ai chinh), 365 k¥ su va tho k¥ thuat, sb lao dong
phai thué nude ngoai giam di rat nhiéu do vay Tong Cong ty di phat huy dugc ndi
Iyc va 1am chu trong hau hét cac khau k¥ thuat trong hoat dong san xuat cung ng
dich vu. O cép lanh dao cua Vietnam Airlines da s6 can bo chu chdt déu co trinh do
dai hoc trén dai hoc, tién s¥... da dugc rén luyén qua thuc té, c6 ban linh chinh tri
vitng vang, kiém dinh hang hai, c6 kha ning tiép thu va 1am chu cong nghé hién dai
c¢6 ning lyc tiép can dan véi trinh do qudc té.

Tuy nhién doi ngli nhan vién cua Vietnam Airlines con bdec 10 mot sb
tdn tai nhu: mot s nhan vién co kinh nghiém thyc tién, nhung trinh do quan 1y,
ngoai ngit con han ché; luc luong can bo tré dugc dao tao mot cach co ban, nhung
lai thiéu kinh nghiém thuc té, can bo dau dan trong mot s6 linh vuc kinh doanh chu
chét con thiéu va mot sé chua dap tmg du nhu cau, c6 nhimg hang hut nhat dinh vé
luc lvong can bo ké can; Doi ngii can bd quan 1y mac du da duoc bo sung dao tao
dé dam duong nhiém vu quan 1y cang ngdy cang phirc tap trong kinh doanh, nhung
con thiéu vé s6 lugng va mot sd con chua dam bao so véi yéu cau.

C6 mét van dé quan trong hién nay ma rat nhiéu cic doanh nghiép
cua ching ta - va Vietnam Airlines cling khong phai 1a ngoai 1€ - 1a chi cht trong
dén Marketing hudng t&i khach hang ma chua c6 sy danh gia ding tim quan trong
ctia Marketing ndi bo - hay cu thé hoa 14 chinh sach dai ngd va tmg xir voi doi ngil

can b nhan vién ctia minh.
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Hién tai ché do tra lvong, thudng ctia Vietnam Airlines nhu sau:

Viéc tra luwong, thuong cho nguoi lao dong theo chirc danh hodc nhém
chtic danh cong viéc cu thé dd dugc thoa thuan trong Hop dong lao dong (ché do
mot lwong ) cu thé 1a :

- Péi v6i lao dong huong lwong theo thdi gian: Bang muc tién luong
cu thé ctia mdi chirc danh, hay nhom chirc danh hoac hé s6 tién lvong chic danh
cong voi hé s6 cac loai phu cép (néu c0) nhan vo1 muc tién luong tinh cho mot diém
(néu tinh theo hé sb) trong ky phan phdi chia cho sd ngay cong ché do quy dinh va
nhan voi ngay cong lam viée thuc té.

Cong thtc nhu sau:

(Hcd+Hpc ) x K
Ted = x Nitt

Nc

Tcd - tién lwong theo chirc danh cong viée

Hed: Hé s6 chitc danh cong viée

Hpc: Hé s6 phu cap : tham nién, trach nhiém, khuyén khinh dao tao...

K: Mitc tién luong tinh cho mot diém

Nec: S6 ngay cong lao dong thuc té

Nitt: S6 ngay cong lao dong thuc té.

- Pdi véi Lao dong hudng lwong theo san pham: bang s6 lugng san pham
ctia c4 nhan hodc tap thé nhan véi don gia tién lwong trén mot san pham trong mot
don vi thoi gian (ngay, thang, ndm), 4p dung cong thure tinh sau

Tsp=Vdgx q
Trong d6 Tsp: tién lwong tra theo san pham hoan thanh
Vdg: don gié tién lwong sp.
Q: San luong san pham hoan thanh

Maic du muc dich cua viéc tra luong cho nguoi lao dong duoc can cir vao

nang suét, chat lugng, hiéu qua khdi lugng cong viéc hoan thanh va thoi gian lam

viéc thuc t€ cua tap thé hodc cd nhan nguoi lao dong, dam bao sy cong khai cong
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bang giira cac tip thé va ca nhan thyc té viéc danh gia sy dong gop hay mic do
hoan thanh cong viéc cua ting nguoi lao dong hién tai mang tinh hinh thure 1a chinh,
van mang tinh binh quan cha nghia - diéu nay mot phan 13 do “ co ché “ hoat dong,
mot phan 13 do thiéu “ ché tai “ quy dinh va luong hoa sy dong goép va hiéu qua 1am
viéc ciia nhan vién do vay tinh kich thich cta co ché tién luong, tién thudong la
khong cao, khong phat huy t6i da duoc kha nang ciia ngudi lao dong.

Viéc tuyén dung lao dong va cu di dao tao nang cao trinh d¢ cuia Vietnam
Airlines trong thoi gian qua ciling c6 nhiéu bat cdp, van ton tai hién tuong tuyén
dung mang tinh “quan hé” dan dén sy khong cong bang va minh bach trong cong
tac tuyén dung, anh hudng khong t6t dén moi trudng lao dong va mot mat nao do
han ché su phat huy hiéu qua.

Trong hé théng t6 chirc hoat dong cua Vietnam Airlines c¢6 “ Ban Dao tao “
v6i chirc ning chinh 14 thudng xuyén kiém tra danh gia nhu cau va niang luc can b
dé tir d6 1ap ké hoach phu hop cho viéc dao tao nang cao. Pay 1a mot diém manh
trong cong tac quan ly can by cia Vietnam Airlines- véi hoat dong nay dam bao cho
Vietnam Airlines 1dp duoc nhitng “khodng tréng” va hoan thién dugc ning luc can
bd cta minh, viéc cir di nhitng 16p hoc tap, bdi dudng trong va ngoai nude ciing la
mot dong luc khuyén khich cho can bd, cong nhan vién.

Cong tac trg cip 6m dau, phuc loi x4 hoi, bao vé quyén loi ctia nguoi lao
dong... dugc Vietnam Airlines va cac to cong doan co s¢ thuc hién dﬁy du vaco
ban dugc danh gia cao.

2.2.7. DICH VU DINH HUONG VAO KHACH HANG

Véi nhitng cong cu Marketing nhu trinh bay & trén cho thidy Vietnam
Airlines mong muén va c6 gang dé hudng dich vu ciia minh vao khach hanh trong
pham vi c6 thé bén canh tuan thu nhitng quy dinh, quy ché mang tinh tiéu chuin
hay nhimng han ché nhét dinh trong viéc dam bao an ninh an toan cho cac chuyén
bay. Cong tac diéu tra mong mudn cua khach hang trén may bay va tai san bay dé
¢ ging phat hién va goi md nhitng nhu cau méi va khic phuc nhitng nhugc diém

dich vu hién tai. Viéc diéu tra, khao st ting tuyén bay, giup cho Hang c6 thong tin
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chinh xac hon vé nhu cau, mua vu dé tir 46 c6 ké hoach, tan suét bay phu hop nhét
dap tmg t6i da nhu cau.

Thau hiéu nhu cu ciia khach hang, Vietnam Airlines da c¢6 ging két hop véi
cac dbi tac dé xay dung nhitng chuong trinh da dang cho khach hang, nham ting
tinh tién dung va gitp cho khach hang c6 nhiéu sy lya chon nhat. Nhung chuong
trinh két hop nhu A&H (Airlines & Hotel — Hang khong va khach san), A&T
(Airlines & Tourism) trong tho1 gian qua thyc sy phat huy dugc hiéu qua va dugce
danh gia rat cao, khach hang khong phai mét nhiéu thoi gian cho viéc lya chon
khach san, tour du lich va tiét kiém hon rat nhiéu vé mit chi phi.

Mot yéu té cling duoc danh gia 1a thanh cong trong dich vu dinh hudng vao
khéach hang cta Vietnam Airlines 1a chuong trinh khach hang thuong xuyén FFG
v6i tén goi 1 chuong trinh “ Bong sen vang “ - Cung cap ngay cang t6t hon dich vu
cho khach hang luén 1a muc tiéu phan ddu ctua Vietnam Airlines. Chuong trinh
khach hang thuong xuyén Bong Sen Vang 1a mot trong rat nhidu nd luc cua
Vietnam Airlines mong mudén dem lai cho nhiing khiach hang gan b6 nhiing phan
thudng cé gia tri, nhitng wu dai xting dang.

Puoc 4p dung tir cudi nam 1999, chuong trinh Béng Sen Vang ngiy cang
duoc mé rong va phat trién. Pén cudi nim 2004, chwong trinh d dugc trién khai ap
dung cho hanh khach & tit ca cac thi truong ma Vietnam Airlines c6 dudng bay t4i.
Hoi vién tham gia vao chuong trinh Bong Sen Vang s& duoc cong diém mdi khi bay
trén cac chuyén bay cua Vietnam Airlines va dung diém tich luy dugc dé dbi 1ay rat
nhiéu phan thuéng hap dan cua Vietnam Airlines. Hoi vién hang thé Vang cua
chuong trinh dugc uu tién khi dat chd, duoc lam thu tuc & quéy riéng, dugc thém
50% hanh 1y mién cudc va duge moi vao phong chd hang Thuong nhan ngay ca khi
st dung vé hang Phé thong. Ngoai cac uu tién vé mit dich vy, hdi vién con c6 thé
d6i diém trong tai khoan lay cic vé thuong mién phi trén cic chuyén bay cia
Vietnam Airlines.

Tt ndm 2005, bén canh cac 1gi ich ma Vietnam Airlines cung cép, ho1 vién

Bong Sen Vang con dugc cong di€m khi sir dung céc san pham va dich vu cua céc
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cong ty ddi tac. S¢ hitu chiéc thé hoi vién Bong Sen Vang, hanh khach s& nhan
duoc sy quan tim dic biét hon tir phia cac cong ty dbi tac cia chuong trinh. Céc
cong ty d6i tac ciia chuong trinh 1a cac tap doan khach san nhu Accor, MarcoPolo
HongKong, Daewoo Hanoi Hotel...; cac hang hang khong Cathay Pacific va
Korean; va mot sé nha hang sang trong & Viét Nam. Lién két v6i Vietcombank,
Vietnam Airlines da phat hanh thé tin dung lién két dudi thuong hiéu American
Express cho hoi vién. Pugc nhan biét & moi khau giao dich va dugc ca nhan hoa
cac moi quan hé voi Vietnam Airlines c6 1€ 1a loi ich 16n nhat ma Vietnam Airlines
mong mudn dua dén cho nhiing khach hang c6 gi tri nhat ctia minh.
Chuong trinh khach hang thuong xuyén dugc Vietnam Airlines thuc hi¢n véi
muc tiéu:
= Nhdn biét nhitng khdch hang quan trong nhdt cia hang: Khach bay thuong
xuyén chinh 13 nhimg d6i tugng khach cé gia tri nhat ma hang hang khong
can thiét phai nhan biét duoc ho trong qua trinh phuc vu. Ho xtrng dang dugc
nhan nhiing wu dai vé dich vu nhu nhimg khach CIP (Commercial Important
Persons). Qua trinh nhan biét s& cho phép hing hang khong ca nhan héa mbi
quan hé véi khach bay thuong xuyén va dé cao ho.
= M0 réng va lam phong phii san phdm ciia hdng: Khi san pham ma cac hang
hang hang khong cung tng ngdy cang c6 xu huéng dong nhat hoa thi chuong
trinh khach hang thuong xuyén lai mang ddu 4n riéng biét cia ting hang.
Diém nay rét c6 ich loi cho cong tac tao dung hinh anh tot dep d6i v6i hanh
khéch.
= Cong cu phuc vu ddc lyc cho céng tic marketing truc tiép: Nhd ¢6 Chuong
trinh khach hang thuong xuyén, hang hang khong c6 dugc mot co s¢ dir licu
quy gia vé nhitng khach hang thuong xuyén. Thong qua co sé dit liéu ndy ma
hang hang khong c6 thé thuong xuyén duy tri su lién hé truc tiép véi ho
nham dé cao va khuyén khich ho sir dung san pham ciia minh dong thoi dé
dang nhan duoc nhitng thong tin phan hoi ctia khach hang 1am co s& ra quyét

dinh vé chinh sach thuong mai va tiép thi.
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= Ndng cao hiéu qua khai thdc cdc chuyén bay:Trén thyc té, trong mua thap
diém thi cic hang thuong dung bién phap giad ca lam coéng cu canh tranh
chinh. Tuy nhién d6i v6i mot so khach hang, nhét 14 nhimg khach thuong
nhan thi gia ca lai khong quan trong bing sy ton trong va dugc nhan biét.

Nho Chuong trinh khach hang thuong xuyén, hang hang khong c6 thém cong

cu canh tranh dé tang thi phﬁn trén thi truong. Mot khi da gay dung duoc

mot nhom khach hang trung thanh tai tirng thi truong thong qua chuong trinh
thi diéu d6 cling déng nghia véi viéc da tao ra dugc loi thé vé mat thi truong
khi tham gia vao hgp tac thuwong mai khac.

= Ddp itng yéu cau trong nguyén tiac hop tac trong cdc lién minh hang khéng
chién luorc.

Tuy nhién bén canh do, tinh téi thoi diém hién tai c6 mot yéu t6 ma Vietnam
Airlines chua trién khai va dép ung dugc yéu cau cua khach hang 1a viéc dat vé/mua
vé truc tuyén (qua dién thoai/internet) va thanh toan truc tuyén - Vo1 kha nang Ung
dung k¥ thuat va cong nghé hién nay thi Vietnam Airlines hoan toan co thé ing
dung dugc dich vy nay vao thuc té. Viéc thuc hién dit vé/mua vé qua mang va e-
ticket dd dugc rat nhicu cac hing hang khong tmg dung rong rii dem lai su thuin
loi rat 16n cho khach hang, né giam thiéu rii ro bi mat, that lac vé va dong thoi ciing
thuan lon rat nhiéu cho viéc thay d6i hanh trinh ciia chuyén bay.

Viéc thuc hién check-in (Iam thu tuc 1én may bay) chi co thé thuc hién dugc
¢ san bay cling 1a mot hoat ché trong chudi cac hoat dong dich vy cia Vietnam
Airlines, hién nay hau hét cac hang Hang khong véi quy mo 16n va trung binh déu
cho phép hanh khach lam tha tuc check-in va nhan thé 18n tdu & nhimg dia diém
nhét dinh va thuan loi trong thanh ph6 nhu 1a khach san, diém trung tam thanh phé,
bén tau...Thong thuong, hanh khach di may bay thudng mang theo nhiéu hanh ly
va néu Vietnam Airlines c6 thé cung cép dugc dich vu nay thi chic chin s& dugc

hanh khach dénh gia rat cao va cai thién dugc dang ké uy tin cua hang.
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CHUONG 3
HOAN THIEN CAC GIAI PHAP MARKETING TANG KHA
NANG CANH TRANH TRONG VAN CHUYEN HANH KHACH
CUA VIETNAM AIRLINES

3.1. CHIEN LUQC CUA VIETNAM AIRLINES PEN NAM 2015
3.1.1. MUC TIEU

Muc tiéu téng quat 1a xay dung Tong cong ty hang khong Viét Nam tro
thanh mot tdp doan kinh té manh, 1iy kinh doanh van tai hang khong 13 co bén,
Hang Hang khong qudc gia Viét Nam 1am nong cbt; tir nay cho téi nam 2015, xay
dung thanh cong Hang hang khong quéc gia Viét Nam (Vietnam Airlines) c6 ban
sdc riéng, c6 tim c¢& va kha ning canh tranh manh trong khu virc Péng Nam A va
Tay Thai Binh Duong, kinh doanh c6 hi€u qua va dugc ua chudng.[24, Tr.12 ]

Pé thyc hién muc tiéu tong quat néu trén can phai xay dyng va thuc hién
thanh cong nhitng myc tiéu cu thé, xay dung Vietnam Airlines thanh mot hing hang
khong hoat dong c6 hi¢u qua, c6 co cAu va hoat dong tai chinh lanh manh, bao toan
va phat trién von, thyc hién kinh doanh c6 13i véi ty suat lgi nhuan binh quan trung
binh khong dudi 10%, dat duwgc muc trung binh cua cac hang hang khong Hiép hoi
hang khong chau A - Thai Binh Duong (AAPA) ma Vietnam Airlines 1a thanh vién;
ddng thoi dam bao nang cao gid tri cong ty trén thi truong.

Muc tiéu xay dyng Vietnam Airlines tré thanh hing hang khong c6 ban sic,
coO uy tin cao, dugc wa chudong ¢ trong nude va khu vuc can dugc cu thé hoa thong
qua mot chinh sach san phém va dich vu chét lugng, tao dung mot co sé khach hang
6n dinh va bén vimg 1au dai, 13 dia chi thu hat va giir ngudn nhan lyc c6 chét luong
cao boi mdi truong ning dong, linh hoat, co hdi cho sang tao va phat trién nghé
nghiép. V& chinh sach san phém va dich vu, dé tao ban sic riéng va stc canh tranh
lau dai, can thuc hién chién luoc da dang hod - cad bié¢t hod chinh sach tiép thi va
dinh hinh san phim véi trong tdm 13 phat trién mang duong bay noi dia va khu vuc

day dac theo quan diém t6 chuc mang — tu diém theo cdu trac truc-nan, phat trién co
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chon lgc cac duong bay dai xuyén luc dia, ddm bdo kha nang lién két hd tro 1an

nhau trong giira cic dudng bay nhim tao nén stc canh tranh lau dai, viing chic

phuc vu nhu cau di lai da dang ¢ trong nudc va trong khu vic Péng Nam A - Tay

Thai Binh Duong.

3.1.2. CAC CHI TIEU CHU YEU

3.1.2.1 Cdc chi tiéu vin chuyén hanh khdch

Vietnam Airlines xac dinh mdi truong phat trién nhitng nam t&i voi chinh
sach khong tai quoc gia va khu vuc theo hudng ngay cang tu do hod, ngi 1ong su
diéu tiét va cac han ché canh tranh mot cach ¢ 10 trinh. Trong diéu kién do,
Vietnam Airlines phan d4u dat toc d6 phat trién vé san luong va doanh thu cao hon
tde do phat trién kinh té ctia Viét Nam va bong Nam A, cao hon toc do phat trién
binh quan cila cic hiang hang khong trong Hiép hoi hang khong chau A - Thai Binh
Duong, dong thdi, gianh mot thi phan ap dao trén thi trudng Viét Nam, Tiéu ving
CLMYV va mét thi phan hop 1y trong khu vue.

Vé van chuyén hanh khach, Vietnam Airlines phan dau dat muc ting truéng
10-12%/ndm vé sb khach van chuyén, 11-14/nam vé khach luan chuyén khach-km,
van chuyén dugc 15,8 triéu hanh khach vao nam 2015. Giir vitng muc thi phén trén
40% trén cac dudng bay qudc té cho dén nim 2015 va trén 80% trén mang dudng
bay noi dia. [24, Tr.24]
3.1.2.2. Chi tiéu vé chit lwong
Muc tiéu nang cao chat luong ciia Vietnam Airlines t§i ndm 2015 nham vao nhiing
n6i dung chu yéu sau:

— Phén d4u tré thanh mot trong s 20 hang hang khong dugc ua chudng nhit trong khu
vuc chau A vé chat luong dich vu khach hang va 1a mot trong 5 hang hang dau ¢
bong Nam A duoc khach cong vu lua chon (thong qua cac cudc diéu tra khach hang
clia céc tap chi chuyén nganh va céc t6 chiic nghién ctru chuyén mon).

— Phéin d4u tré thanh mot trong cac doanh nghiép c6 stc thu hit tri tué hang dau ¢

Viét Nam bdi vu thé vé hinh dnh ciia mdt nganh cong nghé cao hién dai, vé su
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hig thu trong cong viéc, thu nhap cao, on dinh, co hoi dao tao va phat trién
nghé nghiép.

31.2.3. Ké hoach phdt trién déi mdy bay ciia Vietnam Airlines

Viéc phat trién d6i may bay ctiia Tong cong ty nham dat dugc nhitng muc

tiéu co ban sau:

— Phu hop véi chién luoc tong quat, nhu cau phét trién mang duong bay; du
vé s6 luong, chung loai dé dam bao tan suit bay, tai cung Gng cho ting giai
doan phat trién.

— Phu hop v&i chinh sach san pham d6i véi ting khu vuc, timg thi trudng dam bao
tao duoc cac wu thé canh tranh theo chién luge da lua chon.

— Baéo dam hi¢u qua khai thac trong mdt mdi truong kinh té hoi nhap véi khu vuc
va thé gi6i. Tang ty 16 may bay s hiru c6 tinh dén niang lyc huy dong von, kha
nang can ddi tai chinh dé dam bao hiéu qua kinh doanh.

Trén co s& cac yéu cau do, dinh hudng phat trién doi may bay ciia Tong cong ty bao

gdm cac yéu té chinh: don gidn vé cdu tric va sé lwong chiing loai; dinh hwéong

cong nghé mdi; sirc tdi trung binh va cin doi (t6i wu hod) gifwa tin sudt bay va
gid thanh khai thic dam bdo tin sudt bay day diic va khd néing hodn déi diéu tiét
tdi cung ieng phit hop véi chién lwoc san phdam va tiép thi lwa chon.

- Loai may bay tdm ngin (ATR, Fokker) ngay ca st dung nhitng may bay
nho thé hé mai cia Nga (AN) hay Braxin (Ambrayer) cho nhiing tuyén
bay ngan trong nudc.

- Loai may bay tdm ngan-trung dudi 3 gid bay, 150-180 ghé, sir dung chu
yéu trén mang duong bay khu vuc ASEAN, CLMV, mét sé duong bay ¢o
dung luong thi truong thap & Pong Bic A; truc bay noi dia giita Ha Noi,
Pa Ning va thanh phd HO Chi Minh.

- Loai may bay tam trung-xa 250-330 ghé, sir dung trén cac duong bay tir 5
dén dudi 10 gio bay, c6 tai trong danh cho chd hang, ding cho cac dudng
bay thang t6i cac thi truong tiém niang 16n & Pong Bac A (Nhat Ban, Han

Quéc, Pai Loan va Trung Qudc trong twong lai); dong thoi sir dung két
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hop trong mang dudng bay khu vuc Pong Nam A va dudng bay truc ndi
dia; trude mat, tiép tuc sir dung trén cac tuyén bay di Uc, Nga hién nay.
- Loai mdy bay tam xa va rat xa 300-400 ghé véi kha ning cho hang 16n va
tam bay xuyén luc dia voi chi phi thip dung dé khai thac cac tuyén bay di
chau Au, Nam Thai Binh Duong va Bic My trong twong lai.
Tir nay dén hét nam 2008, Vietnam Airlines van duy tri may bay ¢& 250 ghé;
ddng thoi dua vao khai thac loai may bay 16n ¢& trén 300 ghé tir ndm 2010. Chi tiét
vé s lwong may bay cho dén nam 2010 dugc tom tat nhu Bdng 3.1

Bang 3.1- Ké hoach Ddi may bay ctia Vietnam Airlines

Nim 70 ghé 150 ghé 250 ghé | 330 ghé tim | 330 ghé tim | Téng cong
trung Xa
2006 22 4,0 4,0 4 38,0
2007 23 3,0 6,0 4 40,0
2008 26 8,0 5 43,0
2009 27 9,0 5 47,0
2010 27 10,0 6 49,0

Nguén: Banké hoach — Thi truong, Vietnam Airlines, 2007

3.1.2.4.Hpi nhdp quoc té
Song song véi viéc phat huy nodi luc, ddy manh phat trién cac hoat dong kinh
doanh, Vietnam Airlines xac dinh rﬁng, du c6 dat duge cac muc tiéu chién luge da
dé ra, Vietnam Airlines van s& 1a hang hang khong c6 quy mé hoat dong trung binh
trong khu vuc va nho trén pham vi toan cau hién nay ciing nhu trong 10 nim téi. Sy
tut hau vé cong nghé, quy mo, sitc canh tranh han ché 1a nhiing van dé khong thé
mot sém mot chiéu giai quyét dugc. Trong bdi canh dé, mot chién luge hoi nhép
qudc té hiéu qua s& 12 mot giai phap quan trong gop phan giai quyét nhitng thiéu hut
trong tiém niang phat trién cua ban than, dong thoi giup Vietnam Airlines thu hep
khoang cach vé trinh d6 phat trién v6i cac hing hang khong tién tién trén thé gidi,
tham gia mot cach chii dong va binh dang vao qua trinh toan cau hod vén tai hang
khong qudc té. Thiét 1ap va tham gia cac lién minh tiép thi va mang dudng bay —
yéu td quan trong dé bo xung nhiing thiéu hut vé quy mo, chat luong va uy tin cia

Vietnam Airlines trén thi truong thé gidi trong diéu kién canh tranh ngdy cang gia
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tang. Trong mot vai nam gan day trén thé gi6i hinh thanh mot s6 lién minh hang
khong toan cau, 1én nhit 1a cac lién minh Star Alliance, Oneworld, Sky Team. Cac
lién minh nay lién tuc phat trién, két nap thém thanh vién méi va mo rong pham vi
anh huong. Viéc tham gia lién minh hang khong toan cau cho phép cac hang thanh
vién lién két mang duong bay, tan dung loi thé vé quy mé 16n c6 tinh toan cau dé
thuc hién tiét kiém chi phi, danh uu thé canh tranh trong vi¢c chiém linh thi phﬁn,
ting doanh thu. Tuy nhién dé c6 thé tham gia mot cach chii dong vao cac lién minh
tiép thi mang tinh toan cau nhu vay cin phai c6 nhitng budc chuian bi vé moi
phuong dién, dic biét 1a cac hé thong cong nghé, thong tin, quan tri phai dugc dau

tu, cap nhat dé twong thich vé6i cac hang hang khong dbi tac trong lién minh.

3.2. PINH HUONG THI TRUONG MUC TIEU CHO VIETNAM AIRLINES

Mic du hudng toi dich vu chét lugng cao, doi ngili may bay hién dai va mé
rong thi phan 16n nhung trong chién lugc phét trién cia Vietnam Airlines t§i nim
2015 da khong dé cap dén viéc thiét 1ap mot bd phan Hang khong cho doan thi
truong cho thu nhap trung binh va kha. Vietnam Airlines van chi mudn phat trién
theo kiéu Hang Hang khong truyén thong- chi yéu phuc vu cho nhém khach hang
c¢6 thu nhap cao ma chua xem xét téi xu hudng tat yéu cia thoi dai.

Hién tai cac Hang khong chi phi thap cua nuéc ngoai dang tham nhap rat
manh va khai thac tot cac tuyén bay téi Viét nam. Tiger Airways ( TR ) 1a mot dién
hinh. Hién tai lién tuc ting tan suat khai thac dén Viét Nam nhu TR trén SGN-SIN
tang 1 tan suat thanh 8 chuyén/tuan . Ké tir 01.04.2006, hang hang khong gia ré FD
ciia Thai lan ting tan suat trén HAN-BKK thanh 2 chuyén/ngdy. Bén canh d6 con
c6 AF va LH khai thac thuong quyén 5 cac dudng bay CDG-BKK-HAN/SGN va
MUC/FRA-BKK-HAN/SGN. Su tham gia cia FD/LH/AF gop phan kich thich nhu
ciu di lai ciia hanh khach. Tuy nhién, canh tranh giita cac hing ngdy cang gay git,
doanh thu trung binh giam manh trong d6 Vietnam Airlines 14 hang chiu nhiéu dnh
huong nhét khi doanh thu trung binh ciia hing trén dudng bay tiép tuc giam so véi

cac giai doan trudc.
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Thi truong hang khong gitra VN-Malaysia c¢6 thém sy tham gia ciia hang
hang khong gia ré AirAsia (AK) véi tan suat 7 chuyén/tuan trén HAN-KUL. Do su
tham gia cia AK, ghé suat cling nhu thi phan cia VN va MH trén duong bay HAN-
KUL déu giam. Con thi truong Uc, Tir 30/11/2006, Jetstar Airways (JQ), hing
hang khong chi phi thdp 100% vén cd phan ciia Qantas Airways, da chinh thitc mé
duong bay SYD-SGN véi tan suat 03 chuyén/tudn bang A330. Nhu vay, hién tai,
trén cac duong bay thang giita Uc va Viét Nam c6 2 hing khai thac truc tiép 1a VN
va JQ. QF van hop tac lién danh mua mém trén cac chuyén bay SGN-SYD/MEL
v.v. cua VN. V1 sy tham gia cua JQ, du bao téng khach Uc dén Viét Nam trong
nam 2007 s¢€ tang khoang 8% so v&i nam 2006.

Véi loi thé ciia mot hang chi phi thap, lai 1 hing hang khong ban dia, JQ
dang gay rat nhiéu khé khan cho VN tai thi truong Uc. Doanh thu trung binh cho
cac duong bay Uc trong ndm 2007 du kién s& giam.

Nhu vy cac Hang Hang khong hoat dong theo hinh thirc chi phi thip dang
thuc su de doa thi phﬁn cua Vietnam Airlines trong thoi gian trudc mit, Vietnam
Airlines dang bo qua phan doan thi trudng hét sttc quan trong nay. Thuc té hau nhu
cac hing hang khong chi phi thap dang canh tranh v&i Vietnam Airlines nhu dé cap
trén déu 1a nhimg bo phan /hoic duoc s hitu boi nhitng Hang Hang khong 16n
( Tiger Airways truc thudc Sigapore Airlines, Jetstar tryc thudc Quantas- Uc,
AirAsia tryc thugc Malaysia Airlines).

Ngay ca thi truong trong nudc, Jetstar Pacific Vietnam ( trude day la PA —
Pacific Airlines ) cling dang dan dan sang Hang Hang khong chi phi thap.

Chinh vi vy Vietnam Airlines phai diéu chinh lai chién lugc ciia minh trong
thoi gian t&i dé dam bao tinh cha dong hon trong canh tranh. Thi trudng muc tiéu
cua Vietnam Airlines phai ddm bao tinh thuc thi trong khai thac, hiéu qua trong
kinh doanh ciing nhu viéc t6i wu hoa céc 1oi thé va loi nhuan. Vi muc dich nhu vay
thi thi truong muc ti€u cua Vietnam Airlines trong thoi gian tdi phai 1a :

1- Nhom khdch hang co thu nhdp cao hodc khach hang siwr dung ngdn

sdach cho viéc di lai ( co quan, té chirc, cdc cong ty tip doan lon...) :
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Véi d6i twong khach hang nay Vietnam Airlines s& nang cao chat
lwong hinh thire kinh doanh theo dang Hang khéng truyén théng nhu
hién nay ( Full Service Airlines )

2- Nhém khdch hang c6 thu nhdp khd : Vietnam Airlines s& phat trién
bd phan kinh doanh hang khong chi phi thap phuc vu cho ddi tugng
khach hang nay.

3- Nhém khdch hang cé thu nhdp trung binh: Phét trién hinh thuc
“air-taxi”

Nhu vay, thi truong muyc ti€u cua Vietnam Airlines s€ bao gém ca cho nhom
khéach hang c6 thu nhép cao, nhom khach hang c6 thu nhap kha va nhém khéach
hang c6 thu nhap trung binh, twong duong véi moi doan thi trudng nay, Vietnam
Airlines s& c6 nhimng loai hinh san pham va dich vu twong ung cho viéc dap ung

mot cach tot nhat .

O T.nhap cao
B T.nhap TB
O T.nhap thdp

Dich vu hang khong
truyen thong

Dich vu hang khong
chi phi thap

Dich vu “ air-taxi”

Hinh 3.1- Thi truwong muc tiéu cva Vietnam Airlines
Thuc hién duoc diéu nay , chéc chan Vietnam Airlines s& tang duoc thi phén va

hi¢u qua kinh doanh ctia minh, thu hut duoc dugc rat nhiéu khach hang hién dang sur dung
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loai hinh dich vu van chuyén khac ( xe khach, tau hoa, truc thang...) déng thoi Vietnam
Airlines ¢6 thé chu dong chuyén ddi su dich chuyén nguén luc gitra 3 bo phan khi thi
trudng thay doi- dam bao khai thac hiéu qua nhét cac ngudn luc da dau tu.

3.3 CAC GIAI PHAP HOAN THIEN HOAT PONG MARKETING PE TANG
TINH CANH TRANH CUA VIETNAM AIRLINES
3.3.1. CHINH SACH SAN PHAM DICH VU

Qua nhiing phan tich trén, chiing ta ddnh gia cao nhitng nd luc cua Vietnam
Airlines trong viéc ¢d gang mo rong hop tic va hoan thién mang duong bay, st
dung nhitng loai may bay hién dai hop 1y va tinh toan cac SLOT ( gid cat ha canh )
pht hop cho — va diéu d6 dang mang lai nhitng thanh cong nhat dinh cho Hang. Tuy
nhién diéu d6 1a chua du.

Vietnam Airlines can da dang hoa san phém dich vu cua minh cho viéc dap
ng dugc thi truong muc tiéu da thiét 1ap.Nhat thiét can phai phat trién 2 loai hinh
dich vu hang khong gia ré va « air-taxi “ nhu dé cap & trén cho viéc khai thac doan
thi truong c¢6 thu nhap cao va trung binh. D6 1a nhitng dich vu c6 thé canh tranh truc
tiép voi loai hinh van tai khac nhu 6 t0, tau hoa. ..

Véi kha nang, kinh nghiém san c6, Vietnam Airlines hoan toan co thé phat
trién loai hinh dich vu nay. Diéu nay s€ gitp cho Vietnam Airlines thu hut dugc mot
luong 16n khach hang mdi , mé rong thi trudong muc ti€u, tang loi nhuan va lam
tang kha nang canh tranh trén thuong truong. Thuc té hién tai, VASCO — don vi
thanh vién cta Vietnam Airlines hién dang bay cic tuyén ngan c6 thé dam nhiém
vai trd nay.

Vi vay, dé khai thac duoc t6i da cac doan thi truong, Vietnam Airlines nén
phat trién cac san pham ciia minh theo dinh hudng sau day:
3.3.1.1- Duy tri va phdt trién chit lwong hang khéng truyén théng

San phdam dich vu hang khéng truyén thong la san pham cia cdc hdng hang
khong cung ccfp dich vu co ban ¢é chat lwong cao kem voi cac dich vu phu tro va
dich vu bao quanh ddy du, chi phi cho cdc dich vu ndy thuong dd bao gom trong

gia ve.
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Van duy tri phét trién hinh thic kinh doanh hang khong truyén thong nhu
hién nay tai cac tuyén bay dai ( Paris, Franfurt, Sydney...) va cac tuyén bay ngin
quan trong ( Maylasia, Singapore, Thailand...). DAy van la doan thi trudng co ban
va quan trong nhét cia Vietnam Airlines. Py 1a doan thi trudng twong ddi bén
vitng, mang lai nguén doanh thu 6n dinh va c6 nhiéu trién vong phat trién. Van dé
ctia Vietnam Airlines 1a can c6 nhirng bién phap cho viéc cai thién chét luong dat
muc cao nhat so v&i ddi thu canh tranh.

Viéc nang cao chat luong can duoc thuc hién ca véi dich vu co ban va dich
vu bao quanh. D6i véi dich vu co ban, muc tiéu caa viéc nang cao chat lugng chinh
1a lich bay va gio bay chinh x4c, an toan, ti¢én nghi, bdo dam strc khoe va sy trg gitp
cho hanh khac. Ngoai ra, chét lugng cua nhung dich vu bao quanh nhu dich vu dét
chd, dich vu mit dat, n udng giai tri trén may bay can dugc nang cao.

Quy 3/2007 cudc diéu tra vé chat luong dich vy ctua Vietnam Airlines da

duge thuc hién véi sd luong khach tham gia tra 101 phiéu diéu tra 1a 3837, trong do:

Tréa 101 ban hoi vé dich vu mat dat (A): 1780 (55.23%)
Tra 101 ban hoi vé dich vy trén khong (B): 1923 (44.87%)
Puong bay ndi dia : 893 (23.27%)
Cac duong bay qudc té: 2499 (65.13%)

Trén phiéu diéu tra, hanh khach danh gia chat lugng dich vu cta VN trén thang
diém 7 theo muc do tir rat kém (diém 1) dén rat tot (diém 7). Khai quat cac muc

danh gia tuong tng v6i diém danh gia trung binh nhu sau:

Tét: 6.5 - 7 diém
Kha: 5.5-6.4 diém
Trung binh: 4.5 - 5.4 diém
Kém: Dudi 4.5 diém

Pé c6 danh gia téng thé vé cac mang dich vu dit chd ban vé, dich vu
miat dat trude chuyén bay, dich vu trén khong, Chuong trinh diéu tra s& tinh
muc diém trung binh cong cua cac diém danh gia chi tiét cho tung loai dich

vu clia ba mang néu trén, so sanh voi mic danh gid dya trén cdm nhén tong
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thé ctia hanh khach dé cac don vi tham khao va dudi day 1a két qua danh gia

cac muc dich vu cua VN.

Mirc do danh gia / Muc dich vu Q3/2007
Kha
Dit chd ban vé tai phong vé 5.94
Pit chd ban vé qua dién thoai 6.09
Tiép vién 5.83
Thu tuc check-in 5.69
* Thu tuc boarding 5.58
Trung binh
* Thu tuc boarding
Tién nghi trén may bay 5.38
D6 udng 5.31
Béo tap chi trén may bay 5.16
Do an 5.26
Phat thanh, thong bdo thong tin trong khi bay 5.21
Giadi tri nghe nhin 4.85

Can ctr vao két qua danh gia ndy, cac van dé ma Vietnam Airlines can hoan
thién bao gom:

Tinh hinh chdm/ hity chuyén

P6i voi kinh doanh dich vu van tai hang khong, ngay ca viéc da td chire ky
thuat mot cach hoan hao thi vi¢éc cham huy chuyén la viéc khong thé tranh khoi.
Van dé dit ra cho Vietnam Airlines 13 i- Lam thé nao dé gidm ti 1¢ cham huy
chuyén va ii- Xtr Iy voi khach hang nhu thé nao thi cham hily chuyén xay ra.

Pé giam tinh trang cham huy chuyén, Vietnam Airlines can phai thuc hién
cac giai phap sau:

* K§ thuit: S6 ngay ding khai thac ctia cac loai may bay dé dinh ky ciing
nhu bit thudng ting 1én dd anh hudng nghiém trong dén lich khai thac cia VN.
Théng ké nam 2007 cho thiy c6 768 chuyén bay huy, 1822 chuyén bay cham vi Iy
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do k¥ thuat. Bac biét 1a viéc cdc may bay B777-151 va B777-147 dung lam dinh ky
va thay dong co dot xuat da lam anh hudng 16n dén ké hoach khai thac ctia VN. Vi
vy viéc dam bao k¥ thuat ciing nhu thiét ké lich van hanh /bao dudng ctia may bay
dong gbp vai tro quan trong . Vi may bay st dung c6 tinh lién hoan, sy cham/huy 1
chuyén s& dan dén cham/huay cua rat nhiéu chuyén tiép sau. Pay 1a nhiém vu cua cac
xi nghiép bao dudng va sira chita may bay ciing nhu ctia Ban diéu hanh bay dam
bao cho lich bay on dinh.

* Cung wng may bay: Viéc giao hang may bay cila cac hing cung cép sé&
anh huong rat 16n d6i v6i ké hoach khai thac cta hing. Pay 1a nghiém vu ctia bén
thué mua may bay. Hop dong thué mua can c6 diéu khoan rang budc cu thé dé dam
bao kha ning cao nhat cho viéc giao may bay ding thoi han.

* Thoi tiét: Thoi tiét dd han ché khai thac toi cac san bay, dac biét 1a cac san bay
c6 dia hinh phtrc tap, nhu Dién Bién, Noi Bai, Hai Phong,Vinh, Cam Ranh, Phu Quéc.
C6 giai doan phai dong cira san bay. Diéu nay da anh huong nghiém trong dén khai thac
ciia VNA. Dé han ché sy anh hudng cua thoi tiét d6i voi hoat dong khai thac bay,
Vietnam Airlines can 1am viéc voi cac san bay cho viéc ldp dit cac hé théng dan duong
tu dong ( ILS) , dén dém, va cac hé théng quan trac khi tuong hién dai.

Trong truong hop cham huy chuyén xay ra, thong bao va img xir ciia nhan vién
ctia hang tai sdn bay 14 rat quan trong. Hanh khach phan nan vé chat luong phuc vu
hanh khéch khi xay ra cac chuyén bay cham, huy nhu khong thong bao trudc; khong
hai 1ong vé chinh sach phuc vu, dén bu chua thoa dang khi chuyén bay xay ra cham,
huy chuyén lién tiép. Pic biét dbi voi nhitng chuyén bay cham kéo dai (trén 48 tiéng)
nhung khéach van chi duogc cung cép cac dich vu nhu dbi véi mot chuyén bay cham
chuyén thong thudng. Vi vay nhan vién giao tiép mat can phai co sy giai thich 13 rang,
mém mong véi khach hang, xin 151 va c6 nhimg bién phap dén bu hop 1y nhat.

Cdc vdn dé vé vé va cho

Cac su cd gan day lién quan vé dich vu dat gitt chd va ban vé chil yéu lién
quan 13i nghiép vu ctia nhan vién phong vé, nhan vién dai 1y khién khach bi phién

ha va tang chi phi chuyén di. Viéc phat trién hé thong dai 1y qua rong va thiéu kha
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nang kiém soat dan dén tinh trang nhiéu dai 1y khong dam bao dugc k¥ thuat nghiép
vu dan dén tinh trang dat vé, tinh ching sai din ddy gy phién ha cho khach. Pay la
trach nhiém ciia cac van phong khu vuc. Viéc phat trién hé thong dai 1y phai cung
voi1 viée theo doi va danh gid nang lyc hoat dong cua dai ly do.

Bén canh d6, cling c6 nhiéu 16i phat sinh vé mat thao tic ngay tir cac van
phong khu vuc. Viéc ap dung cac hé thong dat chd mdi, nhitng cong nghé méi ludn
can c6 cac chuong trinh dao tao va dao tao lai giup cho cac nhin vién thau hiéu cac
quy trinh va thuc hién ding.

Tiép vién va nhdn vién mat dat

Hanh khach khen va ché déu tap trung vao thai do niém nd, an can, tac
phong lich su, nhiét tinh gitip d& hanh khach cua tiép vién. Piéu nay chimg t6 co su
khong dong déu trong ddi ngil tiép vién, can luu y khau dao tao va dao tao lai. Pic
biét lvu ¥ can nang cao kha ning giao tiép ngoai ngit cua tiép vién; phat hién, giam
sat, giai thich va thyc hién céc bién phap ddm bao an toan- an ninh cia khéch trén
chuyén bay. Ludn cé su danh gia lai mot cach dinh ky trinh d6 cua cac tiép vién dé
c6 dam bao cho dich vu giao tiép duoc hoan hao. Mit khéc, can c6 su giam sat va
kiém tra hoat dong cua tiép vién.

Pic biét, vé nghi¢p vu so cuu y té, Vietnam Airlines can chu trong dao tao
cho cic tiép vién ciia minh — ddy 1 van dé khong nho d6i voi hing hang khong, dic
biét 13 trong nhiing chuyén bay dai.

Dbi voi nhan vién mit dit ciing tvong ty nhu vy, rat nhiéu ¥ kién ché déu
tap trung vé thai do vui vé, than thién, gitip d& hanh khach 1am thu tyc. Piéu nay
cling thé hién su khong déng déu vé chét luong phuc vu ctuia doi ngli nhan vién mat
dat dan dén yéu cau ddo tao cta cac don vi lién quan.

Vin héa tmg xir nhat thiét phai dua vao quy trinh cho cac don vi thyuc hién dé
dam bao cho mot chudi dich vu luén duoc van hanh hoan hao.

Sudt an, do uo”'ng

Hanh khach tiép tuc phan anh tinh trang khong cung cap, cung cip sai yéu

cau hodc kém chat luong cac suat an dac biét. Van dé nay can su phoi hop gitra bd
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phan dit vé, giit chd, nhan vién check-in va nhan vién phu trach suit an. Cac remark
lién quan dén yéu cau dic biét ciia khach hang can duoc thé hién trén mang dat chd
dé cac bo phan co lién quan duoc biét. Trong truong hop khong dap ung duoc day
du yéu cau cua khach hang, can phai co sy thong bao trudc tranh giy su thit vong
cho khach hang.

Bén canh d6, viéc it thay dbi thuc don ciing 13 diém yéu cia Vietnam
Airlines, can c6 sy phdi hop véi cac chuyén gia am thuc cho viéc tao ra menu
phong phu hon nita, dic biét két hop dwa nhitng mén an truyén thong va dic trung
cua Viét nam .

Kiém soat vé sinh thuyc pham trong qua trinh ché bién 1a van dé 16n cua
Vietnam Airlines. Thuc té, con tdn tai nhiing vat la trong suét an 1a van dé khong
thé chap nhan dugc ddi véi mot Hang Hang khong, can thiét ¢ su danh gia lai ning
Iwc nha cung cap suat an ngay ca viéc lam viéc voi doi tac khac.

Cdc vdn dé vé thiét bi va gidi tri trén chuyén bay

Hién trang xudng cip va nodi dung nghéo nan ciia hé thong giai tri trén may
bay can dugc xir Iy. Nhitng thiét bi giai tri, ghé ngdi va chuong trinh giai tri khong
hoat dong, dac biét trén cac duong bay dai di Uc, Prc, Phép, Nga.... can dugc sta
chita, bd sung. Do 1a nhitng van dé nho vé k¥ thudt nhung lai mang lai sy tién dung
16n cho khach hang dé c6 tam 1y ngi ngoi thoai mai trong hanh trinh bay. Theo danh
gia, hé thong giai tri trong hanh trinh bay dugc khach hang cho trong sé 16n trong
viéc danh gia chat luong tong thé cia mot hang hang khong.

Can nghién ctru va phat trién hé théng dién thoai va internet trén may bay —
day 1a dich vu duoc nhiéu hing hang khong 16n nhu Air France, Cathay Pacific da
phat trién Pay 1a nhiing dich vu ma khach hang, dic biét 1a khach thuong gia rat
quan tdm trong chuyén bay — dich vu nay s& gitp ho van c6 thé diéu phdi cong viéc
trong thoi gian.

Cdc vin dé vé hanh Iy

Trong thoi gian quan, cac khiéu nai vé hanh 1y bi that lac va hanh 1y bi moi

moc do c6 gia tri nhu tién, vang, dién thoai dé bén trong hanh 1y ...anh hudéng dén
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uy tin cua hang. Thuc té, tham gia vao qud trinh nay co rat nhiéu khau ngoai sy
kiém soat ctia Vietnam Airlines, dic biét 12 qua trinh hanh Iy qua khoi quay check-
in va dén xe nang 1én may bay. Vietnam Airlines ngoai viéc kiém tra theo ddi cac
khau trong to chirc cia minh can phai phdi hop véi cac co quan chirc ning khac nhu
trung tam khai thac ga ( noi to chtrc hoat dong va quan 1y hé thong bang truyén xur
1y hanh 1y ) va trung tdm an ninh dé giai quyét triét dé.

3.3.1.2- Phdt trién bj phin hang khéng chi phi thip

San pham dich vu hang khéng chi phi thap 1a san pham dich vu hang khéng véi
dich vu t0i thiéu thod mdn nhitng nhu cau téi thiéu ciia khdch hang song van diéu tiét
dwegre gid cd. San pham nay thuong dwge dp dung qua viéc sir dung san bay nhé voi chi
phi thap, cac diém bay khéng tring hop véi nhitng nha chuyén ché truyén thong.

* Mo hinh dich vu

San pham dich vu hang khong chi phi thap 1a phuong thirc giam don gia thu
nhap, 4p dung tinh nhay cam cta gia ca v6i tinh kha thi cta chi phi thip trong nén
cong nghiép chi phi cao.

Hang khong chi phi thap (Low Cost Carrier — LCA) 1a tip trung vao mang
thi truong khach hang co6 thu nhap khong cao, khong yéu cau khat khe vé lich trinh
bay - thuc té dung lugng doan thi truong la rat 1on (co thé canh tranh véi hinh thuc
véan chuyén khac nhu tau hoa, 6 t6 ...) nén c¢6 nhiéu hang Hang khong dang tich cuc
khai thac doan thi truong nay.

Quan trong hon ca 1a két hop chi phi hoat dong va chi phi chung véi thi
truong nham dat duoc loi nhuan cao nhat.

Nhu vy cac LCA déu phan d4u kinh doanh véi chi phi thip nhin manh vao dich vu
chi phi thip dé cho phép kinh doanh thu nhép thap thu hut thi trudng va thu loi nhusn cao.

Day 1a bo phan rat quan trong ciia Vietnam Airlines trong viéc bao phu duoc
cac doan thi truong, do vay nhiing gidi phap dudi day thuong duoc dua ra tap trung
cho doan thi truong nay.

Nhu vay, trong doan thi truong nay, mo hinh cung trng dich vu ( process ) s€

duoc to1 gian di rat nhiéu cho viéc dap ting dugc yéu cau khach hang vé muc gia,



125

tuy nhién van dam bao yéu cau an toan va cac yéu cau tdi thiéu khac cua dich vu
van tai hang khong.

Muc dich ciia cac hing hang khong chi phi thap 13 giam chi phi. Pé giam chi
phi can don gian hoa moi dich vu va ciing nham ting toc do quay vong may bay. Tir
viéc khong chép nhan ndi chang dén viéc hanh khach tu léy hanh 1y, giéi han cac dich
vu cung ung trong khi bay dén viéc sir dung cac san bay nho 1é... déu dugc thiét ké
nham 1am cho méi quan hé voi khach hang ngay cang tré nén than thiét va gan giii, trd
thanh mot san pham khong thé thiéu trong doi song cong dong, co tinh dan chiing cao.

Thiét ké san pham d6i véi hang hang khong chi phi thip phai nhan manh dén
viéc giam céc dich vy phu trdi vé an udng, giai tri trén khoang may bay téi mirc tdi
thiéu song chét luong phuc vu duoc nang cao hon do it hodn chuyén, phuc vu nhanh
va ung xir, thai do ciia hing hang khong d6i voi khach luon than thién.

Dé thiét ké tdt san phém can luu ¥ t61 muc do anh hudng cua cac cau trac dich vu
d6i voi hoat dong ctia doanh nghiép van tai hang khong duogc thé hién duéi day:

Bang 3.2 -Cau trac dich vu va mirc dé anh hwéng

Noi dung Loi thé Han ché Anh huéng
Dich vy khong | - Canh tranh veé gia manh m€ | Giam thu xuat hang | Quan trong
phuc tap, giam | - Thuhut, ting nhanh hanh khach | khong
gia - Phuc vy khach hiéu qua hon

- Tang kha nang phuc wvu
ding gio
Cung ung cac | - Gidi han canh tranh vdi cac | Mao hiém voi  thi Quan trong
diém bay khac | hing 16n truong méi, san bay
nhau (sin bay | - Uu thé vé khai thic thi | méi, tuyén bay moi
thir 2) truong va phat trién thi
truong moi
Phat trién vin | - Thu hat hanh khach Quan trong
hoi san pham
chi phi thap
Dich vu tdi thiéu | - Giam chi phi t6i da, tiét | Canh tranh véi céc | Trung binh
ki€ém nhan cong cong ty truyén thong
Lipghéngoitdida | - Tang thu theo chuyén bay | Hanh khach phan nan | Trung binh
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Hinh 3.2: Mo hinh dich vu Hang khong chi phi thip
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Mo hinh dich vu ctia hang khong chi phi thap duoc thé hién & Hinh 3.2
* Mang bay

Tai thi truong ndi dia, voi dia ly thuan loi do trai dai tir Bic dén Nam gém
2000 km, chia thanh 03 trung tam kinh té vin héa r& nét, mién Béc véi thu d6 Ha
Noi, mién Trung v&i trung tam Pa Ning va mién Nam voi Thanh phd Ho Chi Minh,
khoang cac giita ching véi dudi 02h bay (cho loai may bay than hep) 1a diéu kién
t6t dé t6 chirc khai thac cac loai may bay tdm ngin va loai nho. La tién dé va diéu
kién hd tro tich cuc va ciing 1a thi truong tiém nang dbi voi san phém dich vu hang
khong chi phi thap. C6 thé thay véi tiéu chi xay dung va khai thac thi truong noi dia
Viét Nam v6i giai phap chi phi thap thi toi vu 14 khai thac 03 dudng bay chinh:

- Ha noi — Thanh phé H6 Chi Minh va nguoc lai.
- Ha Noi — Pa Nang va ngugc lai.
- Thanh phd H6 Chi Minh — Pa Nang va nguoc lai.

Viéc to churc khai thac giita 03 trung tAm trén v6i cac thanh phd cua céc tinh
trong khu vuc phai 4p dung phuong thirc thué bay gom tu, st dung két hop cac may
bay c& nho, tam bay ngan nhu ATR, Fokker .

03 trung tam kinh té x3 hoi c¢6 vai tro quan trong trong khu vuc trén c6 mirc
do dan cu 1on : HAN Ia 3.531.000 tri¢u nguoi, DAD la 1.224.000 nguoi, Tp.HCM
5.949.217 ngudi.Vai tién trinh d6 thi hoa sé lwong nay lién tuc ting nhanh binh
quan GDP cua cac trung tam dat & muc khé cao nhu HAN 1a 1256 USD/nam,DAD
860USD/nam, Tp. HCM 1a 1.900USD/ndm va khong ngung tang trudng binh quan
cao so voi binh quan cua ca nudce .[24]. Mit khac mdi trung tAm déu c6 muc d6 phat
trién dich vu, thuong mai, cao, c6 uu thé va vi tri dia 1y trong khu vyc cling nhu vu
thé vuot trdi cho hoat dong hang khong sé& 14 03 trung tim quan trong cho hoat dong
hang khong chi phi thap.

Theo céc tiéu chi vé phat trién GDP, dan sd, kha ning phat trién du lich c6
thé x4c dinh cac duong bay tiém ning cho sir dung dich vu hang khong chi phi thap
theo thir tu:
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Nhom I:
- HAN - SGN - HAN rat cao dat > 200.00 pax/nim
- HAN - DAD - HAN
- SGN -DAD - SGN
Nhom 11:
HAN — PHU QUOC — HAN
- HAN — NHA TRANG — HAN
- HAN — HUE HAN
- SGN —HP - SGN Cao > 150.000 < 200.000 pax /nim
- SGN —NHA TRANG — SGN
- SGN - PHU QUOC - SGN
- DAD - PHU QUOC — DAD
- DAD - CAN THO - DAD
- DAD-HP-DAD

Déi véi thi trwong qudc té, tap trung vao nhitng diém dén trong khu vuc theo
tiéu chi hoat dong bay theo phuong thirc diém dbi diém véi tim bay dudi Sh bay
tam thip ma cac may bay thong dung cua LCA sir dung :

Khoéng cach tir Tp. HCM dén:

Campuchia : - Tir Tp. HCM dén Phnompenh :213 km
Lao : -Tu Tp.HCM- Vienchan : 494 km
Thailan : - T Tp.HCM — Bangkok : 865 km (1h107)
Trung Qudc : - T Tp.HCM — Backing : 1.543 km
bai Loan :-Tu Tp.HCM -KHH :1.510 km

-Tu Tp.HCM- TPE : 1.061 km
Singapore : - Tu Tp.HCM — Singapore :1090 km (1h50°)
Malaysia : - HCM — Kalalumpura : 1.022 km
Philippine : - HCM — Philippine :1.601 km
Nhat Ban :-HCM - Osaka :3.945 km

Hongkong :- HCM — HKG : 1.5510 km (2h30°)
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Bang 3.3 — Khoang cach giira cac thanh phé trong khu vuc

Khoang cach tr HAN Khoang cach tur Khoang cach tu
Céc nuéce Tp.HCM DAD
Km Gio bay Km Gio bay Km Gio bay
Campuchia :
-Phnompenh 1347 1h46° 407 43’ 677 1h
Lao:
- Vientiane 514 1h50° 1203 1h37 1068 1h28’
- L.prabang 413 1h43’ 1406 1h50° 979 1h22’
Malaysia:
- Kualalumpur 2383 2h56’ 1062 1h27’ 1713 2h11’

Nguo”‘n - Ban ké hoach thi truong, Vietnam Airlines,2005.

Nhiing diém dén trong khu vuc déu 1a trung tim chinh tri, kinh té, van hoa

hozc du lich cta qudc gia hodc lanh thd. Vi ting truéng on dinh cia cac vung lanh

tho, cac qubc gia d6 c6 thé danh gia day 1a thi trudng tiém ning cua cac san pham

dich vu van tai hang khong chi phi thap. [26, Tr.33]

Bang 3.4 — Cac théng tin kinh té cac quéc gia trong khu vwc

. . s Murc tang truéng kinh
Quoc gia, vung lanh Dén so GDP dau nguwoi /nam ,
. té binh quin /nam trong
tho (Triéu ngwoi) 2007(USD/nguoi) .
5 nam gan day

Campuchia 12,1 1.800 4.5%
Lao 54 2.000 5.7%
Philippine 80,3 4.900 4.4%
Nhat Ban 126,9 32.700 0.2%
Han Quoc 47,3 22.600 6.3%
Malaysia 23 9.800 4.1%
Viét Nam 80 785 7.0%

Nguon : Asia Economics Review 2007
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Cin ctr vao bang thong ké trén (theo tiéu chi hoat dong hang khong phu thudc véo
GDP) v6i danh gia cia AAPA c6 binh quan GDP vugt 800 USD hira hen mtrc tang van
chuyén hang khong quéc té va phat trién thi trudng ciia GDP thi thi truong tiém ning theo
thir tw d6i voi cac doanh nghiép dich vu van tai hang khong chi phi thap s& 14 :

1. Nhat ban 5. Singapore 9. Viét Nam
2. Han Qudc 6. Malaysia 10.Lao

3. Hongkong 7. Thai lan 11. Campuchia
4. Pai Loan 8. Philippine

Theo tiéu chi vé phat trién kinh t& nhu mac do thu hat vé du lich, phat trién

kinh t€ c6 thé xdp x€p thur tu ti€ém ndng cac quoc gia nhu sau:

3. Malaysia 6. Lao
1. Nhat 4. Philippine 7. Campuchia
2. Han Qudc 5. Viét Nam

Mic du Vietnam Airlines chua cung tmg dich vu hang khong chi phi thap
song trong khai thac cta Vietnam Airlines v6i nhimg 1an giam gia trong cac dip 18,
tét, cac dot khuyén mai va qua cac diéu tra trong cac nam 2005, 2006, 2007 c6 thé
thiy yéu t6 gia ca dong vai trd quan trong trong viée kich cau.

Véi viée giam gid 25% trong dip tét ting hé sd ghé tir 75% lén 92% trung
binh ting 200 pax trén tuyén SGN — HAN /ngay (ting 17%), theo diéu tra 42 %
khach hang st dung dich vu véi tinh chit ngoai cong viéc c6 nhu cau st dung dich

vu véi gia thap dat 28% luong khach chuyén ché cta Vietnam Airlines.

Giam gia Lwong khach tang
5% 10%
10% 15%
20% 28%
5% 42%

Nguon : S6 liéu tong hop tir cdc tie cdc chién dich khuyén mdi ciia VNA - 2007
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Theo céc s6 lidu trén dudng bay qudc té dén Pai Loan (TPE,KHH) va HKG chi sb dat :

Giam gia Luong khach tang
5% 10%
10% 15%
20% 25%
25% 35%

Nguon : S liéu tong hop tir cdc tie cdc chién dich khuyén mdi ciia VNA - 2007
* May bay swr dung
Viée lua chon dung ddi bay 1a nguyén nhan chinh cho thanh cong cua hang
hang khong. Lya chon ddi bay phi hop véi tuyén bay dy kién, véi co s¢ ha tang k¥
thuat dugc hd tro tét cung voi mdi lién két khai thac, k¥ thuat trong nude va qubc té
s& 12 nhiing tiéu chi hang dau dé lya chon doi bay.

V&i mé hinh khai thac theo dang Hang khong truyén thong - ddi v6i nhiing
duong bay dai nhu Frankfurt, Paris, Moscow.., Vietnam Airlines van duy tri va phét
trién doi bay hi¢n tai bao gém B777, A330 va B787 Dreamer sép té1. Qua thuc té sur
dung va khai thac, cac dong may bay nay d ching minh duoc loi thé ciia minh —
ngodi ra, Vietnam Airlines can nghién ctru va khai thac may bay B747 than rong
cho nhitng duong bay c6 dung luong khach hang 16n. Bac bi¢t cho viéc khai thac
thi trudng M sap t6i néu co kha ning. Pay la dong may bay rat pho bién va rat vu
viét cho bay dudng dai véi luong khach 16n hon 400 ngudi. O nhitng dudng bay
ngan hon thi A320, A321 1a Iya chon t6i wu.

Véi cac dudng bay khai thac theo dang LCA, vé 1y thuyét c¢6 nhiéu loai may
bay dap ng yéu cau cua thi truong hang khong chi phi thap tai Viét Nam . Song ¢6
02 loai hién tai chiém wu thé dé 1a cac thé hé dong B737 va cac thé hé dong A320.
Tai Viét Nam va cac nudc trong khu vuc (Sin, Héng Kong, Trung Quéc, Thai Lan
....) uu thé nghiéng dan vé sir dung loai thudc dong A320 (thong ké cho thiy trong
khu vue sir dung dong A320 13 1500 chiéc, B737 1a 500 . Thong ké chi phi cho may

bay 5 ndm va 10 nam tudi thiy hon twong Ung v6i may bay méi 1a 20-40%.
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Vietnam Airlines c6 thé str dung cac phuong thirc sau day cho thi truong chi

phi thép :

- Mua mdy bay - diéu nay cho phép Vietnam Airlines chi dong ha

gia déu mure tbi da dic biét trong giai doan dau hoat d(f)ng.Tét nhién

lién quan dén ching la kha nang tai chinh ctia cong ty vi mua may

bay can mot khoan tai chinh doi dao.

- Thué mdy bay linh hoat trong hoat dong kinh doanh, tit nhién trong

ting giai doan c6 thé c6 nhimg gia thué hap dan. Tuy nhién, han ché

cua no la nhiéu khi khong chu dong dugc so sy khong san sang cua

ddi tac cho thué.

Viéc st dung may bay cii ¢6 thé gap phai khé khin 16n khi t6 chirc khai thac

v4i tan suat cao, cling nhu chi phi bao tri sira chita, phy tung thay thé cao hon.

Bang 3.5- Gia va chi phi may bay

bVT:USD
Méi ba st dung
Loai
>5 nam > 10nam
may . Chi
Gia (USD) Gia Chi Gia Chi
bay phi/thang
phi/thang phi/thang
Az 41.905.000 | 780.000 31.400.000 | 580.000 | 20.900.000 | 390.000
B37 46.000.000 | 850.000 34.500.000 | 640.000 | 23.000.000 | 425.000
300
Gia thué may bay (thué kho) véi diéu kién thong thuong
. _ Da qua str dyng
Loai may bay Moi
> 5 nam > 10 ndm
Az
B737- 300 3.500 USD/ngay 2.500 USD/ngay 2.000USD/ngay

Nguén : Téng hop tw Tai liéu ngi bo, Vietnam Airlines - 2007
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Do co sé bao dudng k¥ thuat cung tng vat tu phy ting, cac dau tu cho Huan
luyén — Pao tao phi cong thg may ... cia dong A320 vuot trd1 so voi B737 va céc
ching loai may bay tuong duong khéc. Vi vay voi Viét Nam nén st dung dong
A320 trir khi ¢6 nhitng hop dong c6 tinh chat wu d3i 16n cua cac dong may bay
khéc. Song song vdi dong may bay dé nén st dung loai dong co dong V2500 dang
nhiéu uu thé vé do tin cdy cao, tiét kiém nhién liéu, tiéng 6n thap, dé bao dudng sia
chira tién loi va dang chiém thi phan 16n

S6 ghé trén may bay duogc lap dit dong hang loai véi khoang cach giita cac
ghé dam bao cho sb lugng 168 ghé — 170 ghé/may bay. Vi cac hang ghé nay sé
phtt hop vdi cac tuyén bay < 2h bay . Vi cac tuyén > 2h bay sir dung khoang cach
giira cac ghé dam bao cho 160 — 162 ghé/may bay . Vi cac tuyén bay dudi 1h bay
st dung khoang cach dat 178 — 180 ghé/ may bay. Viéc lua chon doi bay nay hi¢u
qua str dung doi bay du kién ting 53% so voéi sir dung ddi bay c6 tinh truyén théng
v6i loai may bay méi va sé ghé tiéu chuan str dung dong co V2500 cho phép giam
chi phi nhién liéu so vo1 CFM 56 khoang 5 %. Mat khac d9 tin cay cao hon.
3.3.1.3- Phat trién hinh thirc “ air- taxi”

“ Air-taxi” la loai hinh san pham dich vu vdn chuyén hang khéng sir dung
may bay logi nhé, tuyén dwong ngdn, lich bay va gid ca linh hoat va vin hanh theo
phwrong thire chi phi rdt thap.

“ Air-taxi” 1a hinh thirc bay sir dung cic may bay loai nho ( 20-40 chd ) cho
viéc khai thac nhitng tuyén bay ngin ( khoang 200-300km ). V&i hinh thic nay nha
cung cip s& c6 mirc gia va lich bay linh hoat hon. M6 hinh khai thac nay c6 nét
tuong ty nhu md hinh chi phi thap & trén, tuy nhién diém dic thu cua né 1a khoang
cach duong bay va loai may bay sir dung. Puong bay ngan va bay dich vu 1a manh
dat chua duoc khai thac trong khi nhu cau ngay cang l6n, du dé tao nén mot thi

truong tiém ning cho cac hang bay trong twong lai.
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Hinh 3.3. M6 hinh dich vu air-taxi”
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M5 hinh céu tric dich vu ciia “ Air-taxi” duoc thé hién & Hinh 3.3.

Hién nay chi c6 Vietnam Airlines va Jetstar Pacific dang khai thac duong
bay noi dia, nhung hién nay phan 16n cac hang méi chi tap trung khai thac cac
duong bay dai hodc duong bay dén nhitng ving trung tim. Khong gidng nhu xe do
trén duong bo, cac tuyén bay ngin chua c6 nhiéu hang bay lén lich thuong xuyén,
con bay dich vu van dang phai trong chd vao nhitng don hang 18.

Mot hanh khach néu c6 nhu cau di tir Sai Gon ra Ha Noi hay Pa Ning hoic
dén Pha Quéc, c6 thé sir dung nhiéu phuong tién van tai hang khong hay dudng bo;
nhung néu dén nhitng ving c6 cu ly ngin hon nhu Sai Gon-Pa Lat hay Sai Gon-
Viing Tau, ho lai khong dugc hoac kho co thé Iwa chon duong hang khong, boi
chang c6 chuyén nao nhu thé, ngoai trir chuyén duy nhat Sai Gon-Pa Lat ludn trong
tinh trang khong du vé. Va diéu nay tat nhién khong tao ra co hoi phét trién hay noi
cach khac 13 han ché su phat trién cta du lich, kinh té vung, hodc phat trién t6 chuc
su kién....

Tt nam 2005, VASCO ( mot don vi thanh vién ctia Vietnam Airlines ) da
trién khai cac dudng bay theo dang nay. Pén thang 10 nim nay, véi viéc st dung
chu yéu 1a may bay ATR, Vasco da bat ddu mo duong bay thuong xuyén Sai Gon-
Ca Mau, Sai Gon-Rach Gi4, Sai Gon-Cén Dao va Viing Tau-Coén Déo véi tan suat
khoang 4 chuyén/tuan véi cong suat st dung may bay dat trung binh 12 78%. Hang
du dinh s& md thém chuyén bay & cic duong bay hién nay dé lap day lich bay 7
ngay trong tudn thay vi cach ngdy ¢ mot sé duong bay. Vasco xuat than 13 hing bay
dich vy, ttrc chi thuc hién cac phi vu theo thoi vu hodc hop déng, va viéc md thém
duong bay ngan thudng xuyén cua hing ciing 1a nho nhitng phi vu thoi vu gia ting.

Giao thong hang khong chua thyc sy phod bién ¢ Viét Nam va vi vdy céc
chuyén bay ciing chua mé nhiéu, ké ca dudng bay ngin va bay dich vu. Phan 16n
hanh khach str dung dich vu nay 1a nhitng ngudi c6 thu nhép cao, cdc doanh nhan,
nha dau tu... va nha dau tu nudc ngoai 1a khach hang chinh cua bay dich vu. Bai
toan kinh té cho cac hang hang khong khi sb lugng khach it chinh 1a gia cao, nhung

lai cling chinh vi thé lai khién cho nhu cau tang cham, dan dén h¢ quala cac
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hang va ca nhitng duong bay déu khong phat trién. Vi vay phat trién hinh thirc « air-
taxi” nay theo hinh thirc chi phi thap chinh 14 “ chia khéa “ cho su thanh cong cua
loai hinh bay nay.

Bén canh d6 hién nay, cac hing san xuit may bay ciing dang tip trung
nghién ciru phat trién cho loai hinh mdy bay nay chinh bdi ho ciing nhan thay nhu
cau vé loai hinh bay nay c6 xu hudng ting 1én. Ngoai nhitng hing san xuat truyén
thdng cho loai may bay nay nhu Antonov (Nga), Embrayer (Braxin), King-Air (M¥)
thi hién nay c6 rat nhiéu hang san xuét gia nhap thi trudng nay, dic biét cac nha san
xuat ctia Trung qudc va Nhat ban vé6i sb luong tuong ddi may bay dang khai thac ¢
thi trudng ndi dia. Ngay ca 2 hiang hang khong khong 16 1a Airbus ( Chau Au) va
Boeing ( My ) cling dang trién khai phat trién cac loai may bay ¢& nho. D6 1a nhiing
ha tﬁng k¥ thuat rat tét cho Vietnam Airlines trién khai mo rong dich vu “air-taxi “.
* Mang bay

Viéc lya chon mang bay cho cho loai hinh “air-taxi* s€ wu tién cac diém c6 dia
hinh duong bo hiém trd, kho di ( canh tranh t6t nhat so v6i phuong tién dudng bd ) nhu
Dién bién, Lai chau, Phu Quéc, ba lai, Buon Mé Thuat hodc nhitng trung tam kinh té
( Dung quét, Quang ninh, Pong nai ) hodc cac khu du lich ( Pong héi, Nha trang, Pha
Qudc )....Bén canh d6 mang bay nay phai dugc thiét ké cin ctr vao mang bay ctia hang
khong chi phi thap nhu dé cap trén cling nhu mang bay truyén thong cho viéc dam bao
khong bi chong chéo va kha nang bao phi rong khip nhat.

Do tinh dac thu cua loai hinh dich vu nay, mang bay can thiét ké cho viéc
nbi ching dam bao dép ung dugc cac nhu cau cta khach hang. Véi tinh hinh thuc té

nhu hién nay thi cac tuyén bay sau can tap trung khai thac theo hinh thirc “ air-taxi”

e TPHCM-Quy Nhon e Handi— Nasan

e TPHCM-Co6n Bao e Hanoi— Cao bang ( can phat
e TPHCM-Ca Mau trién SB)

e TPHCM-Chu Lai- e Handi— Vinh

e PHCM-Tuy Hoa e Vinh- Phu bai

e Handi— Dién bién e Daning- Playku
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e Daning — Quy nhon e Paning — Dong hoéi

e Daning - Tuy Hoa e Daning — Phu bai

Bén canh d6, ngdy ca cac dudng bay qudc té ngin nhu Ha ndi — Luangphrabang,
Ha ndi - Pakse ( Lao ), Sai gon — Phrompenh, Phtt Quéc — Phnompenh, ciing c¢6 thé
duogc khai thac theo hinh thirc nay.

May bay sir dung cho loai hinh bay nay dugc uu tién cho cac dong may bay
thé hé moi ciia Nga va cua Braxin. Ddi voi may bay cua Braxin , 2 dong may bay
pho bién nhit duoc cac hing hang khong twong tu lya chon 1a EMB 120 ( chta
duoc 30 khach ) va EMB 135( chira dugc 37 khach ), thuc té khai thac trén thé gidi

da chig to6 tinh wu viét gitra hi¢u qua/chi phi .

EMB 120 EMB 135

Vé dong méy bay cua Nga, wu tién van danh cho dong may bay AN-38 cua
Hang Antonov ( Ukraina ), dong may bay duogc lip dit véi dong co va hé thong
diéu khién cua Honeywell ( My ) dam bao d6 tin ciy rat cao so véi thé hé trudc.
AN-38 ¢6 sirc chira tir 24-40 khach ( tiy cdu hinh ) ciing 13 mét lya chon 1y tudng
cho Air-taxi. Tai Chau A, Malayxia va Indonesia dang khai thac rat thanh cong loai
may bay nay.
3.3.2- CHINH SACH GIA

Xac dinh hé thong gia cude cho Vietnam Airlines ndi riéng va cho cac Hang
hang khong noi chung déu can cir vao diéu kién boi nhu cau va chi phdi boi mat
bang gia voi cac phuong tién van tai tham gia chuyén chd hanh khach trén thi
truong, mic thu nhap Gia cudc dwoc thiét 1ap dwa trén tong chi phi cua doanh
nghiép va phu thudc vao yéu t6 chi phi san xuit, canh tranh trén thi trudng ciing

nhu céc y€u to kinh té vi mo.
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Chinh sach gia nham t6i da hoa doanh thu chuyén bay vi vdy hé thong gia
cudc cua cac hing hang khong truyén thong thuong ap dung hé théng gia cude don
gian, it thay doi trong ting giai doan.

Do dic tinh khai thac theo kiéu hang khong truyén théng va hang khong gia
ré 12 khac nhau vi vay chién lugc gia cia Vietnam Airlines ciing can dugc phan biét
10 theo 2 doan thi truong nay.

Déi véi cde tuyén quoc té, cdc tuyén bay truyén thong — hé théng gia cudc sé
don gian hon, it thay d6i trong ting giai doan. Viéc thay doi vé gia thuong can ctr
vao cic bié s6 nhu ap dung hién tai va co thé ap dung 2 mua: mua thip diém va
mua cao diém. Tuy nhién, dé ting kha ning toi da hoa doanh thu, Vietnam Airlines
can mo rong thém cac bién sb nay. DPdi v6i doan thi truong nay, do su kém linh hoat
hon vé gia do d6 viéc phan tich gia ciia d6i thii canh tranh truc tiép 1a rat quan
trong. Can cur vao muc do canh tranh, chét luong dich vu, phan tich diém manh
diém yéu cua tirng hang ma thiét ké gia phu hop nht.

Poi véi doan thi truong hoat dong theo dang chi phi thcfp hoac “ air-taxi”,
hé thong gia cudc phai dua trén tidu chi:

o Thip hon dang ké so voi gia cudc cia hing hang khong
truyén thong song van dat hiéu qua tuong duong.

o Cao hon so véi cac phuong tién tham gia van tai khac cé thoi
gian van chuyén dai hon (6 t6, xe lira, tu bién....)

o Hap dan theo thu nhap cua nguoi dan dé c6 thé st dung
thuong xuyén phuong tién giao thong nay.

Véi chi phi gia thanh tdi thiéu thip hon 25% theo dinh huéng vé chi phi,
viéc ap dung gia thap hon so véi gia clia cac hang truyén thong 20-25% la hoan toan
c6 thé 4p dung ddi voi cac hang hang khong chi phi thap tai Viét Nam. Thong
thudng vai chinh sach gia va uy tin cia san pham dich vy, kha nang lap day chd cia
cac hang hang khong chi phi thdp cao hon han so véi cac hing hang khong truyén
théng. Véi loi thé nay hing hang khong chi phi thip c6 nhiéu kha ning diéu chinh

gia cudc linh hoat hon. Bién do diéu chinh gia dugc thé hién & Hinh 3.4.
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A — Piém hoa von ciia hing hang khong truyén thong.
A’ — Piém hoa von cua hing hang khong chi phi thap.
B — Heé s6 str dung ghé co thé dat dugc cta hing hang khong truyén thong.
B’ — Hé s6 str dung ghé co thé dat duoc cua hing hang khéng chi phi thap.

Tai Viét Nam, theo ting thi truong qua tham khao nghién ciru giita hé s sir

dung ghé va gia cudc, diém hoa vbn dat 70-75%, dbi véi cac hing hang khong da

dich vu truyén théng thi hé sd st dung ghé c6 thé dat duoc tang 7 —10% so véi diém

hoa von. Néu ap dung ti 1& 13i suat 4-5% thu nhap nhu cic hing hang khong truyén

thdng, hang hang khong chi phi thap c6 thé giam gia thém 5-7% so véi mirc gia xac

dinh tai diém hoa von.

Gia

Piémhoa von
cua hang

4 hang HK Bién do diéu chinh gia
truyén thong cua hing HK truyén
thong

__________ A’ B’
» Bién do diéu chinh gia
cua hang

|

|

|

, o
Piém hoa von |
cua hang :
HKCPT I
|

|

|

AN 4

14

10.0% hé s6 sir dung ghé

Hinh 3.4 — Bién d6 diéu chinh gia

Trén co sé d6 co thé dinh hudng xay dung chinh sach gia voi 2 phuong an:

- Phuong dn I: Trén co s& xac dinh chi phi, xay dung hé thong gia vdi diém hoa

von tir chi phi.
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- Phuong an 2: Can ctr vao khdo ctru thi truong xac dinh kha nang chuyén ché va
thu nhap c6 thé xac dinh ti 1¢ loi nhuan can thiét va xdy dung hé thong gia. Muc gia
ctia hé théng gia nay thuong thip hon mitc gia ctia cua hé thong gia theo phuong an
1. Phuong an 2 doi héi viéc xay dung gia khoa hoc véi kinh nghiém cua thi truong
da dugc khai thac va khi khai thac gdp ngay viéc canh tranh cua cédc doanh nghi¢p
dang khai thac. Phuong 4n dung hoa duoc thiét 1ap hai hoa giita phuong an 1 va
phuong an 2.

Ddi véi cac diém dén quéc té dugc lua chon co thé phan thanh hai khu vuc
thi truong hién tai: Thi truong dang tdn tai canh tranh & muc do cao do la Viét
Nam- DPai Loan, Viét Nam - Thai Lan va thi truong c6 mic dd canh tranh vira phai
nhu : VN-HKG,VN-SIN, VN-Han Quéc, VN- Nhat Béan va thi truong khong co
canh tranh do mét hang hang khong khai thac nhu Viét Nam, Trung Qubc. Cac thi
truong nay gan nhu doc quyén tham gia van tai hanh khach bang dudong hang
khong. Tuy theo mirc d6 canh tranh ctia mdi thi trudng c6 thé ap dung hé thong gia
canh tranh thdp hon so v6i cic hiang hang khong truyén théng dang ap dung 25-
35%, thip hon so v&i mirc gia thap nhét cua cac hing hang khong truyén thong
thuong ap dung cho cac doan khach du lich tir 10-20%.

So sanh chénh léch gia vé giita cdc hing hang khong truyén théng ap dung
va duy kién gia 4p dung cuia hang hang khong chi phi thap. Co thé thay tiéu chi gia
thap duoc thé hién va dat mirc hap dan khach hang do chénh léch gia cudc chiém ti
trong dang ké d6i voi thu nhap ctia ngudi dan trung binh theo khu vuyec.

3.3.3. CHINH SACH PHAN PHOI

C6 thé danh gia hé thong phan phdi ctia Vietnam Airlines hién nay duoc t6
chtic va hoat dong tuong ddi hiéu qua va khoa hoc. Tuy nhién, duong nhu cach to
chtrc hé thong phan phdi nay van theo kiéu to chire truyén thong —chua theo kip d6i
m&i vé cong nghé cling nhu phuong thitrc phan phdi mdi dang rat pho biét hién nay,
d6 1a sir dung nhiing tién ich cia internet — giao dich tryc tuyén. Cac hing hang
khong trén thé giéi déu str dung va duy tri hé théng dai Iy dé t6 chirc ban cac san

pham dich vu hang khong. Tuy nhién, trong méi truong kinh doanh hién tai, cac
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hing dang trién khai cac chinh sach ban truc tiép thong qua mang Internet (E-

Commerce) nham phén phdi truc tiép t6i duge mot sé phan thi khach cudi cung, cit

giam chi phi ban qua hé théng Dai 1y.

So sanh giita 02 hé thong phan phdi truyén thong va e-commerce nhu dugc

thé hién & Hinh 3.4

Véi hé thong phan phdi ap dung internet nhu trén két hop véi viée sir dung

vé dién tir ( e-ticket ) thi rd rang cac Hang hang khong co thé tiét kiém duoc rat

nhiéu chi phi , cu thé 13 :

Chi phi hoa hong cho dai 1y ( trung binh 1a 5% gia vé)

Chi phi in vé gidy

Chi phi cho viéc dit chd (4.5 USD /booking)

Chi phi rt 16n cho ngudn lyc ( van phong, con ngudi, thiét bi, quan

1y...) cho hé thdng cac van phong khu vuc

A 4 A 4

Khach hang

Hang Hang khéng

Phan phdi truyén thong E-commerce
E Hang Hang khéng i E Hang Hang khéng
! — E ! -Internet
! H¢ thong dai ly ! ! -Hé thdng dt
: : : chd dién tir

Hinh 3.4- So sdnh 2 hinh thirc phan phoi
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Mat khac, hinh thirc nay lai dem lai thuan lgi hon cho khach hang khi ho c6
quyén ty chu thay d6i hanh trinh cia minh.

Viéc cac hing hang khong truyén thong, ap dung phuwong phap da dich vu sir
dung hé thong dit gitr chd hién dai, phan phdi qua cac dai 1y ban vé dan dén su chi
phi cao do viéc tra phi st dung hé thong da chd ciing nhu hoa hong cho dai 1y ban
vé thuong dén 7%-10% doanh sb. Vi vay chi phi ban cua cac hing hang khong
truyén thong 1én dén 15% doanh s6 ban.

Ap dung hé théng ban truc tiép va phan phdi qua mang Internet, sir dung vé
dién tir hodc cac vé tam s& giam dang ké chi phi phan phdi va ban san pham. Hé
théng phan phdi va ban san phdm ctia cac hing hang khong chi phi thap don gian va
chi v&i viéc cung cdp san pham diém ddi diém cac hang hang khong nay méi st
dung c6 hiéu