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bé 4n “Giai phap Néng cao chét luong dich vu tai Nha ga quéc ndi T1 - Cang Hang khong
Quéc té Pa Ning theo tiéu chuin Skytrax” da phan tich toan dién cac yéu té anh hudng dén trai
nghi¢ém hanh khéch, 1ién hé mé hinh d4nh gia chat lugng dich vu Gronroos va béo cdo dénh gia cua td

chirc Skytrax vé CLDV tai nha ga Qudc néi T1 — Cang HKQT Da Néng nam 2025.

Viée str dung M6 hinh Grénroos nhur mét cong cu ly thuyét két hgp véi bang phan tich chuyén
sdu chét lrong dich vu tai CHKQT Da Ning cia t3 chirc Skytrax 1a cong cu hitu ich gitip Cang HKQT
ba Ning c6 thé:

- Xéc dinh chinh x4c yéu t4 gdy ra van dé trong dich vu.
- T6i wru quy trinh cung cép dich vu dé tang trai nghi¢m khach hang.
- Dinh huéng chién lugc nang cao chit lugng dich vu.

- Cai thién hinh anh va thwong hiéu doanh nghiép.

Qua céc ni dung nghién ciru D& 4n xé4c dinh: Cang HKQT Pa Ning cin diu tu ca vao két qua
dich vu (k§ thuat) va cich dich vy dwge cung cép (chire niing) dé dat chat lugng dich vu t6i wu, dap

tmg tiéu chuén Skytrax 4 sao trong thoi gian dén.

Phan tich bo cio Skytrax 2025 chi ra T1 ¢6 diém manh v& chit luong kg thuit & céc dich vu
Trang web, bai ddu xe, nha vé sinh, khu vyc tra hanh ly, céc tién ich xe ddy hanh ly, xe déy em bé,
Wifi va mang internet, may bén hang tu dong, thyc pham va db uéng, cung chét lugng chirc ning véi
nhén vién ban hang. Tuy nhién, céc han ché nghiém trong duoc ghi nhan: Vi chét lugng ky thudt cac
yéu té Giao théng — xe cong nghé/di chung; Giao thong — théng tin tong quan, Chinh sach — khu vuc
hit thudc, dich vy hanh Iy va céc dich vy tién ich khac dan dén diém trung binh chua dat chuin 4 sao
Skytrax (>4.00).



Céc giai phap dé xuit bao gdm nang c4p, hién dai hoa co s& vt chat, tdi uu hoa quy trinh khai
thic thong qua mg dung cong nghé hién dai cac giai phap tich hop tri tué nhan tao, bd sung céc dich
vu tién ich (bé sung dich vy luu trir hanh 1y, khu vui choi tré em, bt chup anh luu niém, hé tro khach
PRM...), toi uu héa giao thong két ndi (tang thong tin xe buyt, khu vue dén xe cong nghé) va thong
tin tiép cén dé tao sy thuén loi khi sir dung dich vu tai Nha ga quéc ndi T1 — Cang HKQT Da Ning.
Déng thoi thye hién cac giai phap ning cao k¥ ning nhén vién (dao tao ngoai ngit, giao tiép, ap dung
KPI dénh gi4 nhan vién). Cac giai phap nay co thé giap T1 dat chuin 4 sao trong 6-12 thang (c6 thé
md rong dén 18 thang ddi voi mot sé hang muc cai tao 16n nhu thay méi toan bd bién chi dan, img
dung cong nghé cao tri tué nhén tao vao khu vuc an ninh soi chiéu va hd tro théng tin) néu tap trung
dugc nguén luc va quyét tam thyc hién tir d6 ning cao trai nghiém hanh khach va vi thé ciia Cang

Hang khong Quéc té Pa Ning.

Han ché ciia @@ tai: D& 4n phu thude nhidu vao dir lidu Skytrax 2025, c6 thé chua phan anh day
du trai nghiém thyc té cia hanh khéach trong cac bdi canh khic nhau. Ngoai ra, viéc danh gia ngu@)n
e, ké hoach trién khai c4c giai phap con mang tinh wéc lugng, cin khao sat thue té chi tiét hon. Cudi
cling, nghién ciru chua dé cép sau dén tac dong cia cac yéu té bén ngoai nhu bién dong kinh té hodc
chinh sach hang khéng d6i v&i qua trinh nang cp chét lugng dich vu tai T1. Nhiing han ché nay mé ra

huéng nghién ciru tiép theo d& hoan thién chién luoc phat trién bén vitng cho Cang HKQT Da Néng

Tir khéa: (néu it nhit 5 tir khoa, font chir Times New Roman 11, viét thwong, dam)
Giai phap néng cao chit lwgng dich vu

Nha ga quéc ndi

Cang hang khong qudc té Pa Ning

Tiéu chuin skytrax

Chit lirgng dich vu Cang hang khong

Da Néang, ngay 30 thang £ nam 2 o ¥4
Ngudi huéng dén khoa hoc Ho va tén hoc vién

o oL




2. TIENG ANH

INFORMATION PAGE OF MASTER THESIS

Name of thesis: SOLUTIONS TO IMPROVE SERVICE QUALITY AT DOMESTIC
TERMINAL T1 - DA NANG INTERNATIONAL AIRPORT
ACCORDING TO SKYTRAX STANDARDS

Major: Business Administration
Full name of Master student: TRAN KIEM HAI
Supervisors: Assoc. Prof. Dr. NGUYEN PHUC NGUYEN

Training institution: Danang University of Economics

Abstract (Summarize contents of about 500 - 600 words with font Times New Roman 11): The major
results of the thesis. State the new contributions of the thesis, the applicability in practice and
subsequent research of the thesis).

The project “Solutions for Enhancing Service Quality at Domestic Terminal Tl — Da Nang
International Airport according to Skytrax Standards” provides a comprehensive analysis of the
factors affecting passenger experience. It connects the Gronroos service quality evaluation model with
the 2025 Skytrax assessment report on service quality at Domestic Terminal T1 — Da Nang
International Airport.

Using the Grinroos Model as a theoretical tool, combined with the in-depth service quality analysis
by Skytrax, serves as an effective framework that enables Da Nang International Airport to:

Accurately identify the factors causing service issues.

Optimize service delivery processes to improve passenger experience.
Strategically direct efforts toward service quality enhancement.
Improve the corporate image and branding.

Based on the research findings, the project identifies that Da Nang International Airport needs to
invest in both service outcomes (technical quality) and service delivery methods (functional
quality) to achieve optimal service quality and meet the 4-star Skytrax standard in the near future.

The Skytrax 2025 report indicates that T1 has strong technical quality in areas such as:
Website, parking, restrooms, baggage claim area, luggage trolleys, baby strollers, Wi-Fi and internet
services, vending machines, food and beverage services, and sales staff performance (functional
quality).

However, significant weaknesses were noted in the following areas:
Technical quality aspects including ride-sharing/technology-based transportation services,
transportation information in general, smoking policy and designated areas, baggage services, and
other utility services—resulting in an average score below the 4-star Skytrax threshold (>4.00).

The proposed solutions include:

Upgrading and modernizing infrastructure.
e Optimizing operations through the application of advanced technology and Al-integrated

solutions.
e Adding utility services (e.g., luggage storage, children’s play area, souvenir photo booths,
PRM support...).

¢ Enhancing transportation connectivity (e.g., better information on bus schedules and ride-
hailing pick-up areas) and access to information to facilitate service use at Terminal T1.

o Improving staff skills through training in foreign languages, communication, and
implementing KPI-based performance evaluation.



These solutions could help T1 achieve a 4-star rating within 6~12 months, or up to 18 months for
major renovation items (e.g., full replacement of signage, implementation of Al at security screening
and information areas)—if adequate resources and commitment are ensured. This would significantly
enhance passenger experience and elevate the position of Da Nang International Airport.

Limitations of the project: The project relies heavily on Skytrax 2025 data, which may not fully
reflect real-world passenger experiences under varying conditions. Additionally, the evaluation of
resources and implementation planning remains an estimate, requiring more detailed field surveys.
Finally, the study has not thoroughly addressed the influence of external factors such as economic
fluctuations or aviation policies on the process of service quality improvement at T1. These limitations
suggest directions for future research toward developing a more sustainable development strategy for
Da Nang International Airport.
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