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D& 4n “Cai tién chét luong dich vu mua sim tai khu vurc chd qudc ndi — San bay Quéc
té Pa Ning” dugc thuc hién nham d4nh gi4 thuc trang va dé xuét giai phap ning cao chét luong
dich vu phi hang khong tai san bay — mgt khong gian dich vu déc thu dang ngay cang déng vai
trd quan trong trong hé sinh thai thuwong mai d6 thi. Trén nén tang 1y thuyét chét lugng dich vu
va m6 hinh SERVPERF, nghién ciru tdp trung vao nam yéu td cdu thanh: Hiru hinh, Tin cy,
Nang luc phuc vu, Pdng cam va Péap tmg; ddng thoi thiét ké bd cong cu khao sat gdm 25 bién

quan sét va tién hanh do ludng cam nhan thue té ctia hanh khach.

Két qua khao sat 210 hanh khach tai khu vuc nha ga qubc ndi — san bay Pa Ning cho
thdy chat luong dich vu mua sim hién tai chi dat muc trung binh kh4, v6i diém trung binh cta
c4c nhém yéu td dao dong tir 3.20 dén 3.45 trén thang do Likert 5 diém. Trong d6, yéu té “Hiru
hinh” ghi nhan diém sb cao nhét, phan 4nh mirc d6 d4u tu twong dbi vao khong gian vat 1y va
trung bay. Nguoec lai, cac yéu 6 “Tin cay” va “Déng cam” ¢6 diém thép nhét, cho théy han ché
vé kha ning tu vin, giao tiép ctia nhan su va mirc d6 minh bach cta thong tin san phdm. Phan
tich chuyén su chi ra ring cac bat cAp bét ngudn tir co s ha ting chua ddng bd, quy trinh phuc
vu chua dugc chuin hoa, thiéu tich hop cong nghé théng tin va thiéu lién két gitta don vi vin

hanh gian hang véi don vi quan 1y mit bing.

Tir nhitng phét hién thuc tién, @ an d& xudt hé théng giai phép cai tién toan dién bao
gbm: chuin héa quy trinh phuc vu va tuong tac khach hang; dao tao k¥ ning giao tiép va nghiép
vu ban hang cho nhén su tuyén dau; trién khai ma héa xac thuc san pham nhim nang cao dd tin
cay va truy xudt ngudn gbc; tai ciu tric khéng gian va nhén dién thuong hiéu khu vuc mua
sdm; ddng thoi tang cudng co ché phdi hop gifta cac doanh nghiép khai thac gian hang va Ban
Quaén ly nha ga quéc ndi thude Cang Hang khdng Quéc té Pa Ning — don vi chit quan mat bing

thuong mai tai sén bay.



V& mit khoa hoc, dé 4n g6p phén cing cb va didu chinh mé hinh SERVPERF cho phu
hop véi méi trudng dic thit nhu sin bay — noi hanh vi tiéu ding mang tinh ngéan han, tirc thoi
va bi chi phdi bai yéu té thoi gian — khong gian. Pdng thoi, dé an cung cip bang ching thuc
nghiém c6 gia tri trong viéc phat trién céc tiéu chi danh gia chét lugng dich vu phi hang khéng

tai Viét Nam.

V& mit thuc tién, @ 4n cung cip khung giai phap c6 thé 4p dung truc tiép tai sin bay
Pa Ning va mé rong cho céc sin bay twong tu trong hé théng quan Iy ctia ACV, gitip nang cao
trai nghiém hanh khach, gia ting hiéu qua khai thac khéng gian thuong mai va gép phén xay
dung mé hinh “sén bay trai nghiém” huéng d&n chuin ASEAN.

Huéng nghién ctru tiép theo c6 thé tap trung mé rong mé hinh danh gia dé bao gdm cac
yéu t6 lién quan dén sy hai long tdng thé va v dinh tai str dung dich vu, ddng thoi so sanh lién
nganh gifta c4c san bay 16n trong nuée dé hinh thanh bo tiéu chuén héa quée gia vé chit luong
dich vu phi hang khéng. Viéc tich hop c6ng nghé sé va phén tich hanh vi tiéu ding da kénh
cling 12 mdt huéng tiép cin phi hop véi xu thé chuyén dbi sé trong linh vuc hang khéng —

thuong mai hién dai.

Tir khéa: chat lugng dich vu. San bay. Dich vu phi hang khéng. Trai nghiém khach hang. Md
hinh servperf. Dich vu ban Ié.
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Abstract:

The project "Improving the Quality of Shopping Services at the Domestic Departure
Area — Da Nang International Airport” aims to assess the current status and propose solutions
to enhance the quality of non-aeronautical services at the airport—a specific commercial that
is playing an increasingly important role in the urban service ecosystem. Based on service
quality theories and the SERVPERF model, the study focuses on five key components:
Tangibles, Reliability, Responsiveness, Assurance (Service Capacity), and Empathy. A set of
survey tools including 25 observation variables was designed and measured the actual

perception of passengers.

The results of a survey of 210 passengers at the domestic terminal of Da Nang
International Airport revealed that the current quality of shopping services is only quite average,
with mean scores for service dimensions ranging from 3.20 to 3.45 on a 5-point Likert scale.
Among these, the "Tangibles" dimension received the highest rating, reflecting the relative level
of investment in physical space and product displays. In contrast, "Reliability" and "Empathy"
factors received the lowest scores, reflecting limitations in the staff communication skills,
product information transparency, and advisory capacity. In-depth analysis shows that the
inadequacies stem from inconsistent infrastructure, unstandardized service processes, lack of
information technology integration and lack of linkage between booth operators and site

management units.

In response to these findings, the thesis proposes comprehensive improvement plan,
including: standardizing service processes and customer interaction protocols; enhancing

frontline staff’s communication and sales skills through targeted training programs; deploying



product authentication and traceability systems to improve trust and information transparency;
restructuring the physical layout and branding of the shopping area; and strengthening
coordination mechanisms between store operators and the Domestic Terminal Management
Board of Da Nang International Airport— the core entity responsible for managing commercial

leasing and retail operations within the airport.

From a scientific perspective, the thesis contributes to refining the SERVPERF model
for application in the airport context— where consumption behavior is short-term, immediate
and dominated by time-space factors. The study also offers valuable empirical evidence for the

development of service quality criteria specific to non-aeronautical services in Vietnam.

From a practical perspective, the proposed solutions can be directly applied to Da Nang
International Airport and extended to other airports within the ACV (Airports Corporation of
Vietnam) network. This would not only enhance passenger experience and improve retail
performance, but also contribute to building an "experience airport” model towards ASEAN

service standards.

The next research directions may focus on expanding the assessment framework to
include customer satisfaction and repurchase intention as dependent variables. Comparative
studies across major Vietnamese airports—such as Noi Bai, Tan Son Nhat, and Cam Ranh—
could help establish a unified national standard for non-aeronautical service quality.
Additionally, integrating digital technologies and analyzing omnichannel consumer behavior
would offer an appropriate approach in line with current trends in digital transformation across

the aviation and commercial sectors.
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