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LOI CAM DOAN

Toi xin cam doan ludn dn nay la cong trinh nghién cuu khoa
hoc doc ldp cua riéng Toi.

Cdc s6 liéu, két qud va ndi dung trong ludn dn c6 nguon goc
rd rang, dam bdo tinh trung thuc va chwa timg dwoc cong bé trong
bdt cit cong trinh khoa hoc ndo.

Nghién cwu sinh

Dinh Quang Toan
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Nghién ctru sinh Dinh Quang Toan (NCS) xin tran trong cam on: Khoa Van tai -
Kinh té; Phong Pao tao Sau Pai hoc da quan tam, hd tro va tao moi diéu kién giap 4o
NCS hoan thi¢n cac thu tuc trong subt thoi gian NCS hoc tap va nghién ctru tai Truong
Dai hoc Giao thong véan tai.

DPé hoan thanh noi dung luan an, NCS da nhan duoc nhiéu sy hd tro, giap do
nhiét tinh tir ca nhan, t6 chtc trong va ngoai Nha trudng, ... qua ddy NCS xin duoc
bay t6 long cam on chan thanh dén:

- Quy Thay/C6 trong: B6 mén Van tai PB&TP; Hoi dong cham cac Chuyén dé
luan an; Hoi dong Semina luan an; Hoi déng chdm luan an cap Co sd; clng cac Nha
khoa hoc, ... da déng gop nhiéu y kién quy bau giip NCS kip thoi bd sung, hoan thién
noi dung luan an.

- Gia dinh va ddng nghiép 1a nhitng nguoi luén & bén canh, hd trg NCS vé mit
tinh than va chia sé nhiing lac kho khin trong qua trinh NCS hoc tap, nghién ctu.

- Dic biét, 1a 16i cam on sdu sic dén tap thé husng din PGS.TS-NGUT. Tur Sy
Sua va TS. Tran Van Kham di tan tinh chia sé¢ kién thic va kinh nghiém trong qué
trinh truc tiép huéng dan NCS hoan thanh noi dung luin an ngay hém nay.

M@t 1an nira, cho phép NCS tran trong cim on!
Ha noi, ngay  thang  nam 2015
NGHIEN CUU SINH

Dinh Quang Toan
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PHAN MO DAU

LY DO LUA CHON PE TAI LUAN AN

Su phat trién cua kinh té - x hoi trong bdi canh hoi nhép kinh té qudc té 1am gia
tang nhu cau van chuyén hanh khéach va hang hoa trén nhiéu loai hinh van tai, tao ra
canh tranh gitra cac phuong thic va gitta cdc doanh nghi¢p c6 cung phuong thuc van
tai & ca cap qudc gia va qudc té.

Khach hang ngay cang doi hdi cao hon vé chat luong dich vu van tai, dac biét 1a
van tai hanh khach (VTHK). Bé dap tung nhu cau di lai cua hanh khach vé di lam, di
hoc, di mua sim, di thim quan, du lich, tham than, ... ddm bao tuy¢t ddi an toan, do tin
cdy, nhanh chong theo phwong phap O-D (la téc do ciia ca mét qud trinh VTHK duwoc
tinh #r khi hanh khach xudt phdt O-Ogirin dén diém két thic hanh trinh D-
Destination), kip thoi, thuan tién, tién nghi, chat luong va gia ca hop ly, ... thdng qua
cac phuong thire van tai chu yéu nhu dudng bo, dudng thuy, dudng sit, dudng hang
khéng. Trong d6, phuong thirc vén tai hang khong chiu anh huéng siu sic va 13 nganh
tién phong trong xu thé hoi nhap. H6i nhédp vira 1a co hoi vira 1a thach thuce cho su tdn
tai va phat trién cta cac doanh nghiép hang khong noi chung va dich vu VTHK bang
dudng hang khong noi riéng trong bdi canh lién minh hang khéng quéc té (LMHKQT).

Tai Viét Nam, vén tai hang khong déng mot vai trd quan trong trong hé théng
giao thong, tuy nganh hang khong xuit hién sau nhung lai ¢6 nhitng wu diém vuot troi
vé mit téc do, thoi gian, vin minh, hién dai, khoa hoc céng nghé (KHCN), ... doanh
thu hang nim ciia van tai hang khong dong gop khong nho vao nén kinh té quoc gia.
Ngoai muyc tiéu thuong mai, kinh té, van tai hang khong con thuc hién cac chuyén bay
ddc biét, chuyén bay chuyén co phuc vu nguyén thu qudc gia trong cong tic ngoai
giao, an ninh qudc phong va cac chuyén bay mang tinh xa hoi, chuyén bay phuc vu cac
su kién van hoa, lich sir cua quéc gia:

- Dé hoi nhap quéc té, Vietnam Airlines da tich cuc gia nhap cac t6 chuec, lién

minh hang khong co uy tin trén thé gidi nhu: thanh vién ciia IATA tir naim 2006, thanh
vién ctia Lién minh Hang khong toan cau SkyTeam tir nim 2010. Qua d6, dem lai

nhiéu co hoi hon cho VNA trén thi truong qudc té; duoc hd trg khai thac; dugc sir
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dung dich vu bao dudng vé vat tu phy ting may bay; hoi nhip va mo rong mang
duong bay phong phu, da dang cung cac hang hang khong thanh vién; néng cao trinh
d6 ngudn nhan lyc, KHCN qudc gia; khuéch truong, quang ba san pham dich vu
(SPDV) va thuong hiéu trén thi trudng qudc té. Pong thoi, hoi nhap da mang dén cho
hanh khach nhiéu lwa chon diém dén va ndi chuyén thuan tién tai nhimng san bay cin
ctr, hién dai va tién nghi hang dau thé giéi trai rong trén 04 luc dia (chau A, chau Au,
chau My va chau Phi), v6i nhiéu loi ich thiét thyc cho hanh khach trong viéc uu tién
bao dam kha ning xac nhin chd cao trén nhimg chuyén bay ddy chd, wu tién trong qué
trinh lam thi tuc chuyén bay, uu tién trong danh sach cho tai san bay, gin thé hanh ly
wu tién va thém tiéu chuian hanh Iy mién cudc, wu tién lua chon chd ngff)i ua thich va
quyén str dung phong chd, wu tién khi di chuyén 1én may bay, cac chuong trinh quy
d6i vé thuong, chuong trinh thudng khach san diém dén, chuong trinh ning hang ghé
ngdi trén chuyén bay, ... théng qua tich lily diém, dim bay, ciing nhu 14 hoi vién hang
thé SkyTeam Elite, Elite Plus, ddy 1a dbi tuong khach hang thudng xuyén trong hé
thong thanh vién lién minh SkyTeam.

- Tham gia LMHKQT, d4 tao ra thach thirc 16n cho céc hang hang khéng vé ning
luc canh tranh ma chét luong dich vu dong mot vai tro rat quan trong, do vay VNA
phai xac dinh rd quan diém “san sé” ngudn khach hang truyén thong trén cic mang
duong bay quéc té trong hé théng thanh vién SkyTeam nhu: Aeroflot (Nga), Air
France (Phap), China Southern Airlines (Trung Quéc), Delta Airlines (M5), Korean
Air (Han Quéc), ... va cac hang hang khong 16n khéc trén thé gidi nhu Japan Airlines
(Nhdt Ban), Cathay Pacific (Hong Kéng), Thai Airway (Thai Lan), Singapore Airlines
(Singapore), Maylaysia Airlines (Maylaysia), Lufthansa (Duc), Britich Airway (Anh),
American Airlines (Myp), ... cung cac hang hang khong gia ré nhu Asia Air (Malaysia),
Tiger Air (Singapore), Nok Air (Thai Lan), Lion Air (Indonesia), ...

Trong kinh doanh, marketing 14 mét trong nhiing hoat dong gop phan quan trong
vao su thanh cong chung ctia doanh nghiép hang khong, marketing dich vu véi nhiing
dic tinh riéng nham nghién ctru thi truong dé thoa man nhu cau khach hang, nang cao
chét luong dich vu va nang luc canh tranh nham ti da hoa lgi nhuan, hudng dén su

phat trién bén viing trong bbi canh LMHKQT. Doanh nghiép hang khong can ting
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dung khoa hoc marketing modt cach sang tao, hi€u qua vao qua trinh SXKD:

- Ngay nay, khoa hoc marketing khong con hiéu theo nghia hep truyén théng nhu
tuyén truyén, quang cdo khuéch truong ma marketing di déng mét vai tro quan trong
1a cAu ndi giira thi truong voi doanh nghiép hang khong;

- Khoa hoc marketing c6 chirc nang tim hiéu nhu cau cta thi trudng va khach hang
thdng qua; phan tich moéi truong kinh doanh cua doanh nghiép hang khong; phan tich
cac dbi thu canh tranh trén thi trudng hang khong va str dung cic chinh sach marketing
hdn hop dé tac dong dén thi trudng va khach hang trong dich vu van tai hang khong;

- Chinh sach marketing da tao ra cac ngudn luc dé doanh nghiép hang khong ton
tai va phat trién, gop phan ning cao chat luong SPDV, ning cao kha ning canh tranh,
lam cho SPDV lu6n luén thich tmg nhu cau thi truong va khach hang, can bang dong
cac mbi quan hé SPDV véi sy thay doi nhu cau cua khach hang dua trén can bing loi
ich v& sur phat trién bén virng ctia nganh dich vu VTHK trong bbi canh LMHKQT.

Dung trude nhitg co hoi phat trién va thach thic 16n trong qué trinh hoi nhap,
diéu d6 thuc ddy VNA phai co nhirng giai phap vé chinh sach marketing thich hop dé
nang cao hiéu qua kinh doanh, huéng dén su phat trién bén vimg. Vi viy, tac gia lya
chon nghién ctru dé tai luan an ""Chinh sdch marketing dich vu vin tii hanh khdch
cho Vietnam Airlines trong béi cinh lién minh hang khong quéc té", 13 cép thiét
chua tring lip véi bat ky ndi dung ciia cac cong trinh nghién ctru trude cho dén nay.

MUC PiCH NGHIEN CUU

Vé Iy ludn: hé théng hoa va lam su sic thém cac van dé vé 1y luan co ban trong
ndi ham cua cac chinh sach (bién s6, céng cu) marketing dich vu VTHK bang dudng
hang khong trén co s& nghién ciru sau rong voi nhiéu diém mdi vé 7 bién s dién hinh
cua marketing dich vy, hay con goi la mé hinh 7P.

vé thue tién:

- Phén tich tong quan cic cong trinh khoa hoc lién quan mat thiét dén chinh sach
marketing dich vu hang khong;

- Tong két, khai quat kinh nghiém cua cac hang hang khong trong va ngoai lién
minh SkyTeam vé viéc thuc thi chinh sach marketing dich vu VTHK ¢6 gié trj 1am bai

hoc kinh nghi¢m cho VNA,;
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- Phan tich danh gia khach quan thuc trang trién khai cac chinh sach marketing
hién nay ciia VNA, rat ra nhitng mat thanh cong va han ché cua tung hoat dong thudc
pham vi cta ting chinh sach marketing dich vu VTHK bang dudng hang khong;

- Dé xuét nhiéu giai phap thiét thuc, khoa hoc gin vdi md hinh 7P trong chinh sach
marketing dich vu VTHK ctua VNA (sdn pham, gid, phdn phoi, xiic tién, yéu té con
ngueoi, yéu to quy trinh va yéu t6 hiru hinh). Nham hoan thién chinh sach marketing
dich vu theo mé hinh 7P, qua d6 nang cao chat luong dich vu dam bao loi ich khach
hang, t6i da hoa lgi nhuan hudng dén sy phat trién bén virng cho VNA trong bdi canh
LMHKQT.

- Déng thoi dé xuat 8 nhom kién nghi mét cach thiét thuc va hiéu qua vdi cac to
chttc va co quan co lién quan dén chudi cung Gng gia tri vé dich vu VTHK bing
duong hang khong trong mdi quan hé mat thiét gitra hing van chuyén va khéach hang.

POI TUONG VA PHAM VI NGHIEN CUU
Péi twong nghién ctru:

- Co s6 ly luan vé hoat dong marketing dich vu, ap dung cho doanh nghiép dich vu
VTHK bing dudng hang khong;

- Thuc trang hoat dong marketing dich vu VTHK ctia VNA trong bdi canh
LMHKQT theo mé hinh 7P.

Pham vi nghién ctru:

- Nghién ctru chu thé 1 hing hang khong qudc gia Viét Nam (Vietnam Airlines);

- Vé khong gian, nghién ctru cac chinh sach marketing vé dich vu VTHK bang
duong hang khdng ap dung cho trong nudc va quéc té;

- V& thoi gian, sit dung két qua SXKD ctia VNA tir nam 1995 - 2013, tap trung chi
tiét s6 liéu nam 2010 - 2013 va céc s6 lidu du bao, dé xuét chinh sach marketing dén
nam 2020, tam nhin dén nam 2030 dé nghién ctru va hoan thién chinh sach marketing
dich vu VTHK cho VNA trong bdi canh LMHKQT.

Y NGHIA KHOA HOC VA THUC TIEN CUA LUAN AN

- Hé théng hoa co so 1y luan va 1am sau sic thém chinh sach marketing dich vu,

mg dung cho nganh dich vu VTHK bang dudng hang khong.

- Nghién ctru kinh nghiém marketing cua cac hang hang khong trong va ngoai lién
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minh SkyTeam vé viéc thuc thi cac chinh sach marketing dich vu VTHK dé rat ra bai
hoc kinh nghiém cho hang khong Viét Nam néi chung va VNA ndi riéng.

- Phan tich, danh gid thyc trang chinh sdch marketing dich vu theo mo hinh 7P,
qua d6 dua ra cac luan ctr di sau nghién ctru va hoan thién 7 bién sb (7 nhém gidi
phép) voi nhiéu ndi dung diém méi, thiét thuc va gin lién v6i 7 chinh sach marketing
dich vu VTHK bang duong hang khong, nham ning cao chét luong dich vu, dam bao
viéc nhan thtc va tao nhu cau khach hang gin cung loi ich khach hang va téi da hoa

loi nhuén hudng dén sy phat trién bén vimg cho VNA trong bdi canh LMHKQT.
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PHAN TONG QUAN VE CHINH SACH MARKETING DICH VU VAN TAI
HANH KHACH BANG PUONG HANG KHONG

PHAN TICH DANH GIA CAC CONG TRINH NGHIEN CUU NUGC NGOAI

Tdc gia Evan J.Douglas va Lawrece Cunningham, Truong Pai hoc Bond (Uc)
trén Tap chi khoa hoc nam 1992: “Competitive Stragegy in Autralias Airlines
Deregulation Experience. Bond Univercit” - [33]. Phan tich cac hoat dong marketing
ctia cac Hang hang khong quéc té thong qua yéu té canh tranh trén thi trudng hang
khong trong va ngoai nudc, trén co s ap dung kinh nghiém marketing cua cac Hang
hang khong quéc té vao chinh sach marketing dich vu VTHK cho Hang hang khéng
Uc. Bai viét, con mot s khoang tréng:

- Bai viét m&i dé cap dén chinh sach san pham va chinh sach gia trén thi truong
thdng qua 16 diém bay ndi dia va 14 diém dén quéc té do Hing hang khong qudc gia
Uc (Qantas) khai thac va canh tranh truc tiép v6i cac Hang hang khong Singapore
Airlines, Thai Airways, Cathay Pacific, China Southern, Japan Airlines, Turkish
Airlines. Bai viét chi trich din mot s6 dir liéu vé san luong van chuyén khach, hé sb sir
dung ghé va thi phan van chuyén khach cua hing Qantas ma chua dua ra cac sb liéu
ctia ddi tha canh tranh dé 1am co s& so sanh, ddi chiéu.

- Bai viét chua di sdu phan tich day du, chi tiét cac chinh sach marketing dé chi ra
nhirmg diém manh/yéu ctia ddi thu canh tranh ciing nhu nhitng wu thé cia Hang hang
khong Uc 1am co so hoan thién chinh sach marketing duoc thiét thue va hiéu qua.

Tdc gia Rhoades Dawnal, trén Tap chi hang khong My nam 2006: “20 years of
Service Quality Performace in the US Airlines Industries” - [39]. Phan tich chinh sach
marketing dich vu VTHK bang dudng hang khong, bang viéc nhin lai qua khir 20 nim
hoat dong, 1y tiéu chi ddnh gia chat lwong dich vu vén tai cua cac Hang hang khdng
qudc té lam thude do cho hoat dong marketing dich vu, hudng dén sy phat trién bén
virng ctia nganh cong nghiép hang khong My. Bai viét, con mot sé khoang tréng:

- Bai viét lay tiéu chi ddnh gia chat lugng dich vu vén tai ciia cac hang hang khong
trén thé giéi lam thudc do cho hoat dong dich vu VTHK ciia cac hang hang khong

trong nganh cong nghiép hang khong My 1a chua day du va sau sic. Qua trinh nang
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cao chat luong dich vu phai dugc danh gia qua cac chi tiéu vé chinh sach SPDV xem
c¢6 phi hop v6i xu hudng phat trién cta thi truong hay khong, chinh sach gia c6 linh
hoat va thu hiit dwoc khach hang nham t6i da hod doanh thu va loi nhuan hay khong,
chinh sach phan phdi c6 thic day kip thoi cong tic ban SPDV gop phan gia tang thi
phﬁn va doanh thu, viéc trién khai déng bd chinh sach xtc tién mot cach khoa hoc,
hi€u qua, thong qua cac loai hinh quang cao, ... m&1 mang lai hiéu qua cho Hang.

- Do vay, bai viét chua d& cap kip thoi cac chinh sach marketing hén hop tng
dung vao qua trinh SXKD trong nganh cong nghi€p hang khong My, nén chua dap
mg duoc yéu cu dé ra trong viéc nang cao chit luong dich vu VTHK.

Tac gia Adraes Knorr, Truong Dai hoc Brémn (DPuc) véi cong trinh nghién ctru
khoa hoc nam 2007: “Competitive Advanges Through Innovative Pricing Strategy -
Tha case of Airlines Industry. Univeritat Bremen” - [32]. Nghién ctru hoat dong chinh
sach marketing dich vu van tai hang khong, tip trung vao chinh sach xuc tién théng
qua khuéch truong quang cdo thuong hiéu va SPDV cua cac Hiang hang khong Duc
nhim ting tinh canh tranh trén thi trudng, déng thdi dua ra chién lugc gia sang tao
nghia 1a chinh sach gia linh hoat, hip dan, ... nhim dap Gng thi hiéu khach hang, dam
bao canh tranh trén thi trudng VTHK. Bai viét, con mot sé khoang trong:

- Bai viét phan tich chinh sach xtc tién théng qua cac hoat dong khuéch truong,
quang cao va tap trung vao thuong hiéu va dong SPDV duong bay mai cua hdng hang
khong Puc (Lufthansa). Xong Lufthansa lai chua chi trong vao cong tic xuc tién
thong qua cac chuong trinh khuyén mai (vé gid vé vé cdc dich vu di kém) dé kich thich
nhu cau cua khach hang trong qué trinh tiéu dung SPDV méi.

- Trén duong bay méi hing hang khong phai can nhic va tinh toan that ky dé dua
ra chinh sach gia hop 1y, hing s& kho c6 thé dat duoc hiéu qua cung lic vé thi phan va
loi nhuén trong giai doan ngan han. Vi chinh sach gia sang tao ma bai viét dé cap chi
nham muc dich tdi da hoa lgi nhudn 1a chua phi hop véi bdi canh hién tai ciia hing
Lufthansa, ma hang can dua ra giai phap khuyén mai trén duong bay méi dé toi da hod
thi phﬁn trude cac doi thu canh tranh trén thi truong.

- Bai viét méi tap trung vao chinh sach san pham va chinh sach gia ma chua dé céap

day du cac thanh phan con lai trong chinh sach marketing hon hop. Do vay, bai viét
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chua dam bao dugc tinh khoa hoc va thiét thuc trong linh vuc marketing hang khong.

Tdc gid James Reitzes and Dorothy Robyn, trén Tap chi kinh t& My nam 2007:
“An analysis of the economic effects of an EU-US open aviation area” - [35]. Tap
trung phén tich anh hudng vé mat kinh té trong moi truong hang khéng mé tai khu vuc
Chéu Au dién hinh 12 M¥ thong qua nhiing tac dong quan trong cta viéc ty do hoa van
tai hang khong trong nén kinh té qudc gia. Bai viét, con mot s6 khoang trong;

- Bai viét dé cap dén ap luc gia ting manh mé trong qua trinh canh tranh gay gt
gitta cac hang hang khong thé gidi trén thi truong Chau Au néi chung va thi truong
M¥ néi riéng. Tir d6, bude cac hiang hang khong phai didu chinh, xdy dung nhimg ké
hoach va chién lugc kinh doanh mét cach hop 1y trén co sé quan tdm dén viéc hoan
thién chinh sach marketing dich vu VTHK dé gép phan vao viéc nang cao chét luong
dich vu, ddm bdo canh tranh trén thi truong Chau Au noi chung va thi truong My noi
riéng, ... nham hudng dén su phat trién bén viing trong bdi canh LMHKQT.

- Bai viét co dé cip dén marketing xong lai chua di siu vao timg chinh sach trong
hoat d6ng marketing dé tim ra nhitng giai phap hiru hiéu nhim nang cao ning lyc canh
tranh va chét luong dich vu trén thi truong Chau Au noi chung va tai My noi riéng.
Nén bai viét chua dong gop vé mit thuc tién va khoa hoc trong linh virc marketing.

PHAN TiCH DANH GIA CAC CONG TRINH NGHIEN CUU TRONG NUGC

Ludn dn ciia Tran Quang Chéu, nim 1995 - Trudng Pai hoc Kinh té qudc dan
Ha Noi: “Déi méi quan 1y Nha nude nganh hang khéng dan dung Viét Nam trong nén
kinh té thi truong” - [6]. Tap trung nghién ctru chinh sach quan 1y cia Nha nude dbi
véi hoat dong kinh doanh dich vu van tai cia nganh hang khong dan dung Viét Nam
qua d6 dé xuat cac giai phap nham doi mai chinh sach quan 1y dé phu hop véi tinh
hinh phat trién cua thi trudng dich vu van tai hang khong trong va ngoai nudc. Dé tai
con mot sb khoang trong:

- Do dé tai nghién ctru trong giai doan dau cuia nén kinh té thi truong va hoat dong
kinh doanh hang khong con tri tré va chua hoi nhap. Cac quan diém vé viéc Nha nudc
s& chi phoi quan 1y va diéu hanh toan bo cac hing hang khong 100% vén Nha nude va
cac hing hang khong C6 phan khi tham gia kinh doanh 13 khong con phu hop.

- Qua trinh hoi nhap sau rong kéo theo nhimng thay dbi co ché chinh sach trong
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quan 1y Nha nuéc vé mo hinh kinh doanh dich vu VTHK bang duong hang khong. Tai
Viét Nam da hinh thanh Ha8ng hang khéng lién doanh v&i Nudc ngoai nam 2007
(Jetstar Pacific) va cac Hang hang khong Tu nhan (Indochina Airlines 2009,
AirMekong 2010, Vietjet Air 2011). Do vdy, d6i méi quan Iy Nha nude dbi v6i nganh
hang khong dan dung 13 cap thiét trong giai doan hién nay ma dé tai nghién ctru khong
con phu hop.

Dé tai nghién civu Khoa hoc, chii bién la Pao Manh Nhwong, nim 1998 - Cuc
hang khong Viét Nam: “Chién luoc phat trién khoa hoc cong nghé nganh hang khéng
ddn dung Viét Nam dén nam 2010 va dinh heéng dén nam 2020 - [20]. Dé tai con
mdt s6 khoang trong:

- Tai thoi diém d¢é tai nghién ctru khi ma yéu t6 KHCN chua phat trién vii bdo nhu
by gio, dé tai da dua ra nhitng chién lugc phat trién KHCN trong nhiéu linh vyc lién
quan nhu: coéng tic quan 1y diéu hanh bay, hé thong phan mém (ddr giita ché hanh
khach va hang hda), hé théng thu tuc check-in (hanh khach va hang hoa), ... trong
nganh hang khéng dan dung dén nam 2010 va dinh huéng dén nam 2020.

- Xong viéc phén tich va 4p dung KHCN vao timg linh vuc cu thé dé mang lai cac
gid tri v& mit thuong mai va kinh té thi dé tai chua dé cip dén. Pay l1a mét trong
nhimg khoang tréng ma nganh hang khong néi chung va cac hing hang khéng noi
riéng can dau tu tng dung KHCN theo xu thé chung cua sy phat trién KHCN thé gi6i.

Ludn dn ciia Nguyén Vin Phong, nim 1998 - Truong Dai hoc Kinh t& quéc dan
Ha Noi: “Nghién civu thi trieong van tdi va cdc gidi phdp marketing nham nédng cao
hiéu qua viéc nghién cuu, khai thac thi truong cua cdac doanh nghiép van tai hanh
khach: la hét sikc cdp bach va can thiét” - [25)]. Dé tai con mot sé khoang trong:

- Giai phap marketing noi bo chua thuyét phuc, thong qua viéc dao tao va dao tao
lai néu ra mQt cach chung chung chua chi ra ndi dung, phuong phap dao tao mang tinh
hiéu qua. Viéc dé xuat hoc tap phuong phap thuyét trinh ctia hing hang khong Mexico
dé dat duoc mot sd muc tiéu co ban 1a nang cao hiéu biét chung vé nhiing van dé cua
h@ng hang khdng, nhirng thach thirc, nhitng muc tiéu, kha nang phuc vy, sy thoa méan
khach hang, san pham va chat lugng, ... Xong dé tai chua dua ra cac ndi dung cu thé

ctia phuong phap thuyét trinh dé dat dugc muc tiéu kich thich va thoa man nhu cau caa
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khach hang trong qua trinh sir dung SPDV cua hang.

- Giai phap marketing ddi ngoai con don gian mang tinh liét ké nang vé 1y thuyét:
dbi voi cac dich vu thuong mai ki thuat mat dat; cac dich vy trén khong;

- Hoat dong marketing - mix mdi tap trung vao nghién ctru giam muc gia dé phu
hop v6i kha ning tai chinh ctia ngudi dan Viét Nam, trong d6 giai phap vé gia dbi véi
khach thuong gia va cac san pham du lich tron géi. Chinh sach hoa hong dé xuét ting
1én cho cac dai Iy nham khuyén khich ban, tao ra cac dai 1y trung thanh. Tang thém
ngan sach danh cho hoat dong xtc tién - quang céo. Pa dang hoa hinh thirc phan phdi,
ban hang khuyén mai dé ting sirc mua, ... ddy chi la cic giai phap trong md hinh 4P
ctia chinh sach marketing dich vu, cac giai phap dua ra chua déng gop duoc nhiéu cho
cong tac marketing cua VNA.

Ludn dn ciia Dwong Cao Thdi Nguyén, nim 2005 - Truong Dai hoc Kinh té Tp
Hb Chi Minh: “Xdy dung hdng hang khéng chi phi thap tai Viét Nam dén nam 2020,
- [21]. Dé tai di dua ra nhitng ndi dung phu hop véi giai doan hién nay tai thi trudong
Viét Nam khi ma mét s hing hang khong trong nudc dd hinh thanh va ra doi theo xu
huéng hing hang khong chi phi thp. Pay ciing 1 khoang tréng dé luan an ké thira va
tiép tuc nghién ctru theo chiéu sdu nham hoan thién chinh sach marketing dich vu
VTHK cho VNA trong bdi LMHKQT.

Ludn dn ciia Nguyén Thanh Binh, nim 2007 - Truong Pai hoc Kinh té Tp HO
Chi Minh: “Hoadn thién quan tri nguén nhdn luc Nganh hdang khong Viét Nam dén
nam 2015 - [5]. Bé tai con mot s6 khoang tréng:

- Hoan thién quan tri nguon nhan luc cho nganh hang khong dén nam 2015, day 1a
yéu t6 séng con ddi v6i van dé vé nhan sy lién quan dén viéc quan 1y diéu hanh va
phuc vu trong qua trinh héi nhap, moi truong KHCN cao va strc canh tranh gay gét.

- Pé tai chua chi trong vao yéu té con nguoi 13 mot trong nhitng thanh phan cia
chinh sach marketing dich vu VTHK bang dudng hang khéng. Yéu to con ngudi thé
hién trinh d6 chuyén mén, kha ning lam chit KHCN, ky ning giao tiép tng X, ...
quyét dinh dén sy ton tai va phat trién ctia hang hang khong.

Lugn dn ciia Nguyén Minh Tinh, nam 2007 - Truong Dai hoc Kinh té quoc dan

Ha Noi, nghién ctru vé&: “Cdc gidi phdp marketing nham tang sicc canh tranh trong
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kinh doanh vin chuyén hanh khéch cia hing hang khong quoc gia Viét Nam” - [30].
Pé tai con mot s6 khoang trong;

- Chinh sdch san pham: v6i viéc dua ra ndi dung da dang hoa SPDV khi dép tng
thi truong muc tiéu, trong d6 duy tri va phét trién chat lugng ciia hang khong truyén
thong; két hop voi phat trién bo phan hang khong chi phi thip 13 chua day du. Viéc
dua ra dong loat 3 loai hinh khai thac van tai 1a truyén thng, chi phi thip va Air taxi
dé nham da dang hoa SPDV la diéu kh6 kha thi voi mot Hang hang khong vi tuong
tmg v&i mdi loai hinh van tai s& di kém cac quy trinh khai thac khac nhau tir viéc quan
ly diéu hanh dén yéu t6 k§ thuat va nhan su, trén thé giéi hién nay chwa c6 doanh
nghiép hang khdng nao khai thac song song va hiéu qua ca 3 loai hinh trén.

- Chinh sach gia: véi hang hang khéng truyén thong duoc giéi han trong cac
hanh trinh quéc té, dé tai néu ra - hé thdng gia cudc s& don gian hon, it thay di trong
tung giai doan va dugc can cor vao muc do canh tranh, chét lugng dich vy, phan tich
diém manh diém yéu cua timg hing ma thiét ké gia phu hop nhit. Theo tac gia la chua
chinh x4c vi gia cudc trong VTHK rat phirc tap vira thoa mén nhu cau khach hang,
ddng thoi thoa min muc tiéu cua hing hang khong vé thi phan, doanh thu, loi nhuin
ma van dam bao duoc tinh canh tranh trén thi truong - day 1a mot diéu rat khé cho bd
phan 1am gia. D4i véi loai hinh hdng hang khéng chi phi thap hodc “Air-taxi”, dé tai
néu ra hé thdng gia cudc phai dva trén tiéu chi: thap hon dang ké so véi gia cude cua
hdng hang khéng truyén thdng song van dat hiéu qua twong duong, dong thoi cao hon
s0 voi cac phuong tién tham gia van tai khic co thoi gian van chuyén dai hon (6 6, tau
hod, tau bién, ....) va dam bao viéc hap din theo thu nhap ciia nguoi dan dé co thé sir
dung thuong xuyén phuong tién giao thong ndy, ... bang viéc giam chi phi khoang
25% kéo theo viéc giam gia thanh xudng khoang 20 - 25% so v6i hang hang khong
truyén thong. Vé 1y thuyét 1a phu hop xong trén thyc té viéc xay dung gia cho hing
hang khong chi phi thip khong don gian nhu dé tai néu vi chi phi ¢ dinh cho mot
chuyén bay rat 16n ma khong thé cit giam dugc, hang chi c6 thé cit giam mot phan
nho chi phi cho cac dich vu lién quan dén khau phuc vu hanh khach nhu suét an, xe
dua don lén san bay, dich vu b tro, ... chiém khong qua 10% so voi hang hang khong

dich vu day du (truyén thong), do vay sé khong ty 18 voi viée giam gia cude 20 - 25%.
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Pé tai st dung 2 phuong phap trong xdy dung chinh sach gia 1a phan tich diém hoa
von va khao ctru thi truong tuong tng v6i 2 loai hinh khai thac véan tai hang khong
(truyén théng va chi phi thdp). Hai phuong phap nay chi mang ning tinh 1y thuyét, khi
nghién ctru thi truong dé tai van dung s6 liéu SXKD qua cac thoi ky tai Viét Nam 1am
co so dé xay dung gia theo cac s liéu trich dan trong ludn 4n, véi cac sb liéu cam tinh
dua ra nhu vay la chua c6 co sé khoa hoc.

- Chinh sach phan phoi: d& tai chi tip trung dua ra giai phap cho kénh méi truc
tuyén - thuong mai dién tir (internet) bang viéc phan tich cac tién ich cho nguoi mua
(khach hang) va chi ra nhimg loi ich trong viéc cit giam chi phi thong qua: cat giam
chi phi hoa hong dai 1y, cit giam chi phi dat giit chd qua cac phin mém ban vé
(booking ticket), cit giam chi phi ngudn luc trong cong tic quan Iy va diéu hanh mang
ban, ... Day chi 1a mot giai phap trong hé thong kénh phan phdi cua hang hang khong,
trong khi tai Viét Nam hién nay thi phan ban qua thuong mai dién ttr chi chiém khoang
2 - 5%. Nhu viy, dé hoan thién chinh sach phan phdi theo tac gia can trién khai dong
bd cac giai phap ddi voi 2 loai hinh kénh ban truyén thong (phong vé, dai 1) va kénh
moi true tuyén, viéc tim ra giai phap nhim nang cao chat luong kénh ban va thuc day
cong tac ban 1 yéu t6 sdng con d6i v6i hing hang khong. Nang cao chit luong mang
ban ddng nghia v6i viée hing hang khéng dau tu vao KHCN dé tao ra su thuén tién
cua phﬁn mém dat giit chd, xuét vé voi cac ung dung két ndi dich vu cac don vi td
chtrc ¢6 lién quan nhdm cung cip cac dich vu bo tro kip thoi cho hanh khach, dong
thoi thuc déy cong tac ban bﬁng viéc tao ra co ché chinh sach cho cac dai ly va tao su
thuan tién, don gian cho khach hang khi truy cap hé théng mua vé truc tuyén qua.

- Chinh sdach xiic tién, d¢ tai néu 2 giai phap trong chinh sach xtc tién 13: qudng
c&o tap trung khai thac diém nodi bat vé doi may bay hién dai, quang cdo qudc té can
chu trong dén vin héa cua timg qudc gia, hanh vi tiéu dung cua ting thi truong. T
chtic cac doan Press Tour tir cac thi truong 16n trén thé gidi vao Viét Nam dé viét bai
quang ba vé cac diém dén du lich Viét Nam ciing nhu dich vu cua hing hang khong.
T6 chitc cac sy kién, gop phan quang ba hinh anh, dat nuéc, con nguoi Viét Nam toi
du khach nudc ngoai, dong thoi quang ba tich cuc cho hinh anh cia VNA; quan hé

cong chitng va tai tro' thong qua viée to chiic cac budi gap gd gitta dai dién VNA véi
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phong vién cac co quan thong tan, bao chi 1on trong nuéc. Thyuc hién tot cac chuong
trinh tai trg ¢c6 quy mo 16n nhu APEC, CEO, chién lugc quang ba du lich Viét Nam
“Vé dep tiém an“, cac chuong trinh Festival, cac cudc thi 16n nhu danh goén, bong
chuyén nit, cudc thi tri tué Viét Nam, cac chuong trinh nhan dao, ... V6i 2 giai phap
ctia chinh sach xuc tién 1a chwa ddy du, theo tac gia phai bo sung thém hoat dong
khuyén méi bao gdm: giam gia nham kich thich nhu cau khach hang va ting tinh canh
tranh; dich vu két ndi bo trg nhu xe mién phi tir trung tdm thanh phd dén san bay va
nguoc lai; ting vé thudng cho céc trung gian phan phdi (dai 1y) hay nhitng khach hang
16n dé kich thich viéc tiéu thu SPDV véi khdi luong 16n; chuong trinh khach hang
thudng xuyén nhiam tao dung 10ng trung thanh cua khach hang v6i hing hang khong.

- Chinh sdch con nguoi, dé tai néu 2 giai phap vé chinh sach con ngudi: phdt trién
nguoén nhdn lyc tap trung vao doi ngii phi cong 1a luc luong quan trong nhat déi véi
viéc td chirc khai thac bay; doi ngii tiép vién la lyc lugng truc tiép tiép xuc vo1 hanh
khéch; doi ngii tho k¥ thuit may bay va khai thac mit dit 13 lyc luong quan trong
trong viéc dam bao ky thuat may bay, c4c chuyén gia, chuyén vién dam bao diéu hanh,
1ap ké hoach cho may bay, phi cong, tinh toan tuyén duong bay ciing nhu 1ap cic quy
trinh dam bao bay trén khong va mit dat va bo phan thuc hién cac thu tuc check-in
hanh khach; hodn thién hé thong qudn Iy chdt lwong tiéu chuin 1SO 9001-2000
thong qua vin ban cong bd vé chinh sach chat luong, muc tiéu chat lugng; so tay chat
lwong, tai liéu quy dinh cach thirc trién khai cac hoat dong quan 1y chung lién quan dén
nhiéu don vi, bd phan trong cong ty; quy dinh, huéng dan, quy trinh, ndi quy, ...; ho
so chat lugng dé ghi lai cac két qua dat dugc hay cung cap bang ching vé cac hoat
dong thuc hién dugc. Qua dé gitip cho ngudi lao dong sé& c6 cin cit quy chuan trong
tac nghiép cia minh thong qua mo ta cong viéc, tir 46 giam thiéu nhitng sai sot trong
van dé tac nghiép giup tao nén mot hé thdng san xuat dich vu tot nhat va quy chuan
nhat cho hang hang khong. Véi 2 giai phap trén theo tac gia 1a chua day du, can bd
sung thém mot s6 ndi dung lién quan dén yéu t6 con ngudi ngoai viéc nang cao chuyén
mon nghiép vu, hing hang khong can chu trong cong tac dao tao nham nang cao k¥
ning giao tiép, nang cao trinh do ngoai ngir va phong cach phuc vu ctia cic bd phan

tiép xtic truc tiép v6i khach hang, ... dé nang cao chat lugng dich vu khach hang.
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- Yéu t6 quy trinh, yéu t6 hiru hinh: chua duoc nhic téi trong qua trinh nghién ctu.
Ludn dn ciia Nguyén Lé Hang, nam 2012 - Truong Pai hoc Ngoai thuong: "Hoi
nhdp kinh té quoc té trong linh viee vén tdi hang khong cia Viét Nam" - [17]. Dé tai
tap trung nghién ciru qua trinh hoi nhap kinh té qudc té trong van tai hang khong tai
Viét Nam qua d6 d& xuit mot sd giai phap vé mat thé ché va quan 1y vi mo ddi véi
doanh nghiép kinh doanh dich vy v4n tai hang khong. Pay 1a khoang trong dé tac gia
1am co sé méd rong nghién ctru cac co ché quan 1y caa Nha nude va qubc té phuc vu
cho cac chinh sach marketing dich vu VTHK bang duong hang khong trong bdi canh
LMHKQT, qua d6 gop phan ning cao chét lugng dich vu va ning luc canh tranh, t6i
da hoa lgi nhudn, hudng dén su phat trién bén viing cho cac hang hang khong.
NHUNG TON TAI TRONG CAC CONG TRINH NGHIEN CUU TRUGC

- Chinh sdch san pham: c4c cong trinh chua 1am rd tiéu chi trong chinh sach san
pham vé SPDV duong bay; SPDV trén khong va dudi mat dat; SPDV lién két. Theo
tac gia can da dang hoa SPDV dé kich thich va dap Gmg nhu ciu tiéu dung SPDV.

- Chinh sach gia: hau hét cac cong trinh chua dam bao duge tinh khoa hoc va su
da dang, linh hoat cua chinh sach gia. Viéc xay dung chinh sach gid dua trén 2 ti€u chi
1a t6i da ho4 thi phan va t6i da ho4 loi nhuan phai duoc xem xét trong ting giai doan
va diéu kién cua hing hang khéng. Theo tac gia can van dung “Ly thuyét kinh té hoc”
dé hoan thién chinh sach gia trong dich vu VTHK béng dudng hang khong.

- Chinh sdch phdn phéi: cac cong trinh chua nghién ctru sau va dua ra cac giai
phap dong bo, cu thé trong viéc hoan thién chinh sach phan phdi. Theo tic gia can
trién khai dong bo 2 loai hinh kénh phan phdi 1a truyén thdng va tryc tuyén nham gia
tang thi phan ban, qua d6 ti da hoa doanh thu va loi nhuan cho hing hang khong.

- Chinh sdch xiic tién: hau hét cac cong trinh mdi nghién ctru duge mot phan cua
hoat dong xuc tién 1én hiéu qua mang lai chua cao. Theo tac gia, viéc dua ra giai phap
vé chinh sach xuc tién can dugc trién khai dong bo dé kich thich nhu cau tién t6i tiéu
dung SPDV cua khach hang.

- Yéu té con nguoi: cac cong trinh méi dé xuat cac chwong trinh dio tao nham
nang cao chuyén mén nghiép vu cho cac bo phan tryc tiép tham gia vao qua trinh kinh

doanh nhu tiép vién; phi céng; tho k¥ thuat; nhan vién khai thac mat dat. Theo tac gia,
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giai phap vé con ngudi can tap trung vao chinh sach dii ngd nham thu hit nhan tai.

- Yéu to quy trinh va hiru hinkh: hau nhu chwa duge cac cong trinh trude di sdu
nghién ctru, truong hop néu cé nghién ciru thi cic cong trinh déu 1ong ghép vao 1P
trong 4P cua chinh sach marketing (sdn pham, gid, phdn phéi, xiic tién).

Tém lai: thong qua phan tich vé cac cong trinh nghién ctru trong va ngoai nudce
lién quan mat thiét dén nodi dung nghién ctru cta luan an vé chinh sach marketing dich
vu VTHK bang dudng hang khdng, cho thay:

- Cac cong trinh nghién ctru trude khong con phu hgp trong giai doan hdi nhap sau
rong hién nay, van dé vé khong gian, thoi gian di tao ra khoang cach rd nét trong cac
cong trinh nghién ctru trudce, khi ma VNA gia nhap hiép hoi hang khong dan dung thé
gi¢i IATA nam 2006 va lién minh hang khdng SkyTeam nim 2010 kéo theo nhiéu giai
phap kinh doanh phai thay d6i phii hop vdi yéu cau hoi nhap. Trong d6 giai phap vé
chinh sach marketing 13 quan trong va cap bach trudc sy phat trién khong nging cua
KHCN va 4p lyc canh tranh gay git trén thi trudng trong nude va qudc té.

- Viéc tac gia lua chon dé tai marketing dich vu VTHK bang dudng hang khong dé
nghién ctru 1a 1y do cép thiét, chua trung 1ip voi bat ky noi dung cia cac cong trinh
nghién ctru trude. QuA trinh nghién ctru dé tai luan an “Chinh sdch marketing dich vu
vdn tdi hanh khdch cho Vietnam Airlines trong béi cinh lién minh hing khéng
quéc t¢”, nham nang cao chit luong dich vu dam béo loi ich khach hang, nang cao
ning luc canh tranh, t6i da hod loi nhuan huéng dén sy phat trién bén vimg cho doanh
nghiép kinh doanh dich vy VTHK bang duong hang khong.

MUC TIEU NGHIEN CUU CUA PE TAI LUAN AN

- Trén co so tiép thu nhiing két qua nghién ctru ctia cac cong trinh khoa hoc trong
va ngoai nude lién quan mat thiét dén dé tai. Luan an da bo sung, hé thong héa co s
1y luan va lam sang to thém céc bién sb trong chinh sach marketing dich vy, tng dung
cho nganh dich vu VTHK bang duong hang khong;

- Pua ra cac luan cr mang tinh dong goép mdi cho cac bién sé theo md hinh 7P cua
chinh sach marketing dich vy gém: san pham; gia ca; phan phdi; xtc tién; yéu té con
ngudi; yéu t6 quy trinh va yéu té hiru hinh;

- Trén co s& d6 dé xuat cac giai phap hoan thién chinh sach marketing dich vu
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VTHK cho VNA théng qua 7 nhom giai phap nham dam bao loi ich khach hang, nang
cao chat lugng dich vy, ndng cao nang lyc canh tranh, tdi da hoa loi nhuén, hudng dén
su phat trién bén vimg cho VNA trong bdi canh LMHKQT.

NOI DUNG PHUONG PHAP NGHIEN CUU

- Co so nén tang 1y luan trong qua trinh nghién ctru 13 phép duy vat bién ching.

- Qua trinh nghién ctru tac gia st dung cac phuong phap: phéan tich cac cong trinh
nghién ctu khoa hoc, KQKD cia VNA, ddi tha canh tranh, thi trrong VTHK, kinh
nghiém marketing ctia cac hang hang khong, chi phi hoat dong marketing cia VNA,
...; 50 sanh céc chi tiéu kinh doanh vé hé sb sir dung ghé, thi phén van chuyén hanh
khéch, doanh thu, loi nhuén, cac dbi thi canh tranh, ...; tong hop cic ndi dung nghién
ciru trong va ngoai nudc, kinh nghiém marketing cua cac hang hang khong trong va
ngoai lién minh SkyTeam, cac ndi dung diéu tra khao sat khach hang va cac sb liéu
lien quan, ...; diéu tra khdo sdt phat phiéu diéu tra khao sat truc tiép cho khéch hang,
giri thu dién tir (email) khao sat gian tiép khach hang, ...; ldy y kién chuyén gia trich
dan cac y kién, nhan xét cua cac chuyén gia va cua cic nha quan 1y diéu hanh trong
nganh hang khéng, ...; thong ké s6 liéu KQKD tir nim 1995 dén nam 2014, cac cong
trinh nghién ctru khoa hoc, kinh nghiém marketing cta cac hing hang khong trén thé

gidi, cac yéu td thanh phan trong chinh sach marketing dich vu, ...
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CHUONG 1:
CO SO LY LUAN VE CHINH SACH MARKETING DICH VU VAN TAI
HANH KHACH BANG PUONG HANG KHONG TRONG
BOI CANH LIEN MINH HANG KHONG QUOC TE

1.1 Co s& Iy lun vé vén tai hanh khach bang dwong hang khong
1.1.1 Khdi ni¢m vgn tdi hanh khdach bang dwong hang khong

Kinh té - xa hoi ngdy cang phat trién, dé thoa man nhu cau di lai ciia hanh khach
ngdy mot da dang, phong phii v6i nhiéu muc dich chuyén di nhu: du lich, hoi thao -
hoi cho, cong vy, hoc tip, thim than, ... thdng qua nhiéu phuong thirc van tai, dudng
bd, dudng thuy, dudng sit, dudng hang khong. Tly vao diéu kién, hoan canh cu thé
ma hanh khach quan tim dén tht tu hay mac d6 wu tién vé sy tién nghi - hién dai, an
toan, toc do, thoi gian, chi phi, dich vu két ndi chuyén di ... nham tao ra dic trung
trong linh vuc dich vu VTHK.

Quan diém VTHK c6 khéc nhau, true diy khach hang quan tam dén toc do li
hanh (t6c dg phirong tién), qua trinh hoi nhap di thay d6i quan diém VTHK ngay nay
dugc x4c dinh theo tiéu chi tbc d6 O - D, nghia 1a t§ d6 cta ca mot qua trinh VTHK
dugc tinh tir khi xuat phat O (Ogirin) dén diém két thic cudi cung D (Destination)
bang mot hodc nhiéu loai hinh phuong tién két ndi trong hanh trinh chuyén di, duoc

md ta qua so dd hinh 1.1:

Truéc chuyén bay Hanh trinh bay ctia hanh khach Sau chuyén bay
1. Mua vé 1. Check-in san bay 1. Dich vu trén khong 1. Roi san bay
2. Check-in truée 2. Giri hanh ly (néu co) | 2. Ha canh . 2. Di chuyén vé
3. Lén sin bay 3. An ninh soi ch,iéu 3. Nhén hanh Iy (réu cd) diém két thuc
4, Hii quan, Xuat cinh | 4. Hii quan, Nhidp cinh hanh trinh
(ching quoc té) (ching quoc té)
5. Cit canh
O)----=-= » SBKH =———————> SBD =—-—=———---- > D
(Piém xudt phit ) (Sin bay khéi hanh ) (Sdn bay dén) (Piém két thiic)

Hinh 1.1: M6 hinh O-D trong dich vu VTHK bang dudng hang khong
- Khdi niém van tii hanh khdch la “Su di chuyén c¢6 muc dich trén mot hoac
nhiéu loai hinh phuong tién nham théa man nhu cau cta hanh khach trong khéng gian

va thoi gian cu thé, hay noi cach khac VTHK 1a qué trinh thay d6i vi tri cta hanh
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khéch trong khong gian va thoi gian cu thé trén mot hodc nhiéu loai hinh phuong tién
nham théa man nhu cau nao d6 ciia con ngudi”.

- Khdi ni¢gm vin tii hanh khdch bang dwong hang khéng: “theo nghia truyén
thdng 1a su van chuyén hanh khach tir noi nay dén noi khac (viéc van chuyén dién ra
chii yéu trén khéng) bang phuong tién may bay, hay néi cach khac VTHK bang dudng
hang khong 1a qua trinh (zir Lic bat dau dén Khi két thiic) 1am thay d6i vi tri caa hanh
khach trong khong gian va thoi gian cu thé trén loai hinh phuong tién may bay 1a chu
yéu nham thoa min nhu cu niao dé cia con ngudi”.

1.1.2 Vai tro, dic diém ciia vin tii hanh khdch biang dwong hang khéng
1.1.2.1 Vai tro ctia van tai hanh khach bang duong hang khong:

Pugc thé hién khong chi tdc dong truc tiép dén nén kinh t& ma con tao ra sy lién
két van tai da phuong thic va c6 tic dung dén hiéu qua kinh té nganh, lién nganh véi
nhiéu dudng bay duoc duy tri nhim gdp phan thiic day phat trién kinh té, chinh tri, xa
hoi cua qudc gia, C4C ving, mién, dia phuong, ...:

- Kinh doanh VTHK bing duong hang khong di thiic day viéc mé rong hoat dong
kinh doanh trén pham vi toan cdu; thuc day phat trién du lich qudc té; tao diéu kién dé
phat trién ving lanh thd; ... Déng mot vai trd to 16n trong phat trién KTXH cua mdi
qudc gia, tac dong dén ting trudng kinh té; tic dong dén linh vic dau tu lam gia ting
ngoai t¢ thu dugc, cai thi¢én can can thanh toan, kich thich ddi méi KHCN, tao thém
nhiéu coéng an viéc lam, qua d6 nang cao chit luong sdng cho ngudi dan.

- Van tai hang khong 1a cau ndi dé hoi nhap qubc té ctia quoc gia, mé rong quan hé
ngoai giao véi cac nudc trong khu vire va trén thé gidi, gop phan nang cao vi thé cua
qudc gia trén truong qudc té, khong chi dong vai tro 1a chat xuc tac hd tro phét trién
kinh té, ma con 1a yéu tb bén trong truc tiép tham gia vao viéc giai quyét nhitng van dé
thudc ndi bd nén kinh té nhu von, ky thuat, lao dong, md rong thi trudng, ...

- Véi mdi qudc gia co dich vu VTHK bang dudng hang khong phat trién thi nén
kinh té s& co tbc do phat trién cao, luu thong va trao doi hang hoa dé dang. Tai Viét
Nam, phat trién dich vu VTHK bang dudong hang khong 1a mét trong nhimg muc tiéu
quan trong trong phat trién quan hé kinh té d6i ngoai, qua d6 tranh thii don bat thoi co,

tmg dung KHCN hién dai, rat ngan sy chénh 1éch vé trinh d6 so vai thé gidi.
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1.1.2.2 Pic diém cta van tai hanh khach bang dudng hang khong:
VTHK bang duong hang khong 1a mot bo phan cia nganh giao thdng vén tai,
ngoai nhitng dic diém chung con c6 dic diém riéng sau:

- An toan 13 yéu cu hang dau trong VTHK bang dudong hang khong, néu mit an
toan thi thuong vong rat 16n, dam bao an toan trong van tai hang khong sé& tao ra tim
1y yén tdm cho khach hang khi tiéu dung SPDV, qua d6 gia ting thi phan van chuyén;

- Qua trinh hinh thanh va tiéu thu dich vu VTHK bang dudng hang khong (linh
viee trung tém cua nganh) chu yéu dién ra ¢ trén khong, tao ra sy dic thu trong qua
trinh VTHK, dam bao tiéu chi vé mit toc do va thoi gian cho qua trinh di lai cua hanh
khach nén gia vé thuong cao hon so vai cac phuong thire VTHK khéc;

- Két cdu ha ting k¥ thuit nganh hang khong chu yéu tip trung ¢ cac CHKSB,
khong chi 14 noi dién ra cac hoat dong vé ki thuat, thuong mai ma con 1a noi dién ra
cac hoat dong chinh tri, ngoai giao, ctia cac qudc gia, ... trong cac chuyén bay chuyén
co va chuyén bay dic biét. Pay 1a yéu té hiru hinh trong chinh sach marketing, tao 1én
an tuong cho hanh khach v& hinh anh, sy tién nghi, hién dai cia phuong tién.

- Nganh hang khong 1a mot nganh ap dung KHCN hién dai, v6i sy phét trién manh
mé& ctia KHCN d3 ra doi nhiéu thé hé may bay méi co chi sd kinh té k§ thuat ngay
cang tot hon, tién nghi cho hanh khach va tién dung cho nguoi lai. KHCN g6p phan
tao 1én sy thuén tién trong chinh sach phan phdi va yéu td quy trinh thi tuc hanh khach
(truyén thong, truec tuyén).

- Nganh hang khong hoat dong toan cau voi tinh qubc té cao, mang dudng bay
khong nhiing ¢ trong nudce, khu vuc ma con xuyén luc dia doi hoi hang hang khong
phai day manh cong tac dao tao, huan luyén, dic biét 1a cac lao dong chuyén nganh
nhu nguoi 14i, tiép vién, tho k¥ thuat, ... dong thoi phai ddy manh cong tac nghién ciru
trién khai trong SXKD dé nang cao hiéu qua vé kinh té. Tir d6 tao ra su can thiét phai
két ndi cac dich vu chuyén di cho khach hang.

1.1.3 Thj truwong trong vin tii hanh khdch bang dwong hang khong
1.1.3.1 Dic diém cuia thi trudng trong van tai hang khong:
Theo dinh nghia ctia T6 chirc hang khong dan dung thé gigi (ICAO): “Thi truong

van tai hang khong bao gom viéc van chuyén dang co hay o dang tiéem nang doi voi
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hanh khdch va hang héa ma ching dang dwoc hodc ¢é thé dwoc vin chuyén giiva cdc
dia diém nay bang dich vu hang khéng thwong mai”.
Thi trwong VTHK bang dwong hang khéng cé nhitng diic diém sau - [23]:

- Chu thé tham gia thi trudng van tai hang khong gém: cac nha van chuyén hang
khong thuong mai (hang hang khong) - 1a chu thé tao ra cac dbi thu canh tranh "cac
nha cung tng SPDV"; cac khach hang (hanh khéach) c6 nhu ciu di lai bang duong
hang khéng (dd hodc chuwa cé vé may bay) - 1a chi thé tao ra thi truong tiéu thu "ngudi
tiéu ding SPDV"; nha chirc trach quan 1y va diéu hanh doanh nghiép hang khong - 1a
bd phan quy dinh co ché hoat dong cta thi truong van tai hang khong.

- Thi truong van tai hang khong, bao gdm: thi truong canh tranh hodn hdo, co rat
nhiéu nguoi mua va ngudi ban trao doi véi nhau mot thir hang hoa thuan nhat, doanh
nghiép thuong thuc hién chién lugc canh tranh dya vao chi phi thép va dinh theo gia
thi trudng; thi truong canh tranh doc quyén, thuong cd nhiéu ngudi mua va nguoi ban,
giao dich v6i nhau qua cic nhan hiéu san pham c6 tinh khac biét cao, doanh nghiép
thuong thuc hién chién luge canh tranh dua vao su khéac biét hoa va dinh gia trong mot
khung gia nao d6 gin véi gia cla cac d6i thu canh tranh; déc quyén nhém, thuong co
mot it nguoi ban, giao dich ban cac SPDV dugc tiéu chuin hodc khac biét hoa, doanh
nghiép co thé thuc hién chién luge canh tranh dwa vao chi phi thép hoac khac biét hoa
hoic dong thoi ca 2 yéu td va thuong dinh gia twong duong vé6i gia cua cac ddi thu
canh tranh néu chat luong SPDV 1a twong dwong; thi truong déc quyén hodn todn, chi
c6 mot nguoi ban va nhitng SPDV giao dich ban khong c6 SPDV thay thé.
1.1.3.2 Phan loai thi truong trong van tai hanh khach bang dudng hang khong:

Thi trudng VTHK bang dudng hang khong dugc phéan loai qua so do hinh 1.2:

PHAN LOAI THI TRUONG TRONG VAN TAI HANG KHONG
I I
Theo dbi twgng van chuyén Theo pham vi vin chuyén Theo phén khiic thi truong
I I I I I I I
A 1as Muc
Hanh Hang Noi Quéc Dodai | | peo | dich
. . N £ hanh ; X
khach hoa dia té . ly chuyén
’ trinh di

Hinh 1.2: Phan loai thi truong trong van tai hang khéng
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- Theo d6i tugng van chuyén: thi truong vin tdi hang héa, 1a cac yéu td vat chat
tao nén sy hai long cua khach hang trong viéc hang hoa van chuyén dugc an toan, kip
thoi va nhanh chong, dén noi mong mudn. Thi trirong VTHK, 13 yéu td con ngudi nén
ngoai cac yéu té vé an toan, kip thoi va nhanh chéng, sy hai 10ng cua hanh khach con
1a d6 tién nghi ciia may bay, cac dich vu trén chuyén bay va cac dich vu tai san bay,
dich vu chuyén tiép, ... Cau cua thi truong hang hda thuong mang tinh mot chiéu, mot
hang héa nao d6 dugc van chuyén dén noi khac thuong duoc tiéu ding & d6 nén it co
ké hoach tr¢ lai. Trong khi d6, cau cua thi truong hanh khach thuong mang tinh can
bang hai chiéu, hanh khach di/dén thudng c6 ké hoach tro lai.

- Theo pham vi van chuyén: thi truong quoc té, 1a thi trudng néu cé it nhat mot
diém di/dén khéng nam trén ldnh thd cua qudc gia ma nha van chuyén dang ky. Thi
triong ndi dia, 14 thi truong ma ca 2 dia diém di/dén déu ndm trong pham vi lanh thd
ctia qudc gia ma hing van chuyén dang ky.

- Phan khuc thi truong gdm: theo dia Iy dugc chia thanh hanh khach trén céac
duong bay quéc nodi va qudc té; theo dé dai hanh trinh duoc chia thanh hanh khach
trén cac dudng bay tim ngin, tAm trung va duong dai; theo muc dich chuyén di duoc
chia thanh hanh khéach thuwong nhan, khach cong vu, khach di du lich, khach tham than,
khéch hoc tap, lao dong, khach nhap cu va céac ddi tuong khach khéc.
1.1.3.3 Lua chon thi truong muc ti€u trong van tai hang khong:

Dé kinh doanh c6 hiéu qua, duy tri va phat trién thi phan, ting doanh nghiép
hang khong phai tim cho minh nhitng doan thi truong ma ¢ d6 ho c6 kha nang dap ung
nhu cau va uéc mudn cua khach hang hon han cac dbi thu canh tranh. Nhiing doan thi
truong nhu vay sé dugc doanh nghi¢p hang khong chon 1am thi truong muc ti€u hay
thi trudng trong diém trong qua trinh kinh doanh ctia minh va n6 bao gom:

- Thi trudng tong thé ludn bao gom mot s6 lugng rat 16n khach hang véi nhimg
nhu ciu, dic tinh mua va sttc mua khac nhau. Mdi nhém khach hang c6 nhitng doi hoi
riéng vé san pham, phuong thirc phap phdi, muc gia ban, cach thirc dé giit chan ho.

- Bat ky mot doanh nghiép hang khong nao ciing phai di mat voi nhidu doi thu
canh tranh. Cac doanh nghiép canh tranh rat khac biét nhau vé kha nang phuc vu nhu

cau va udc muon cua nhiitng nhém khach hang khac nhau trén thi truong.
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- Mbi DNHK thuong chi c6 mot hoac vai thé manh xét trén mot phuong dién nao
d6 trong viéc théa man nhu ciu va udc mudn cua thi truong. S& khong c6 mot DNHK
c4 biét ndo c6 kha ning dap tmg nhu cau va wéc mudn ciia moi khach hang tiém ning.
1.2 Tong quan vé lién minh hang khong qudc té
1.2.1 Khdi niém vé lién minh hang khong quéc té

Nganh HKDD trén thé giéi hién nay c6 3 lién minh hang khong chinh, bao gom:

- Lién minh hang khdng Star Alliance (Lién minh Ngbi sao): 14 lién minh 16n nhat
trong 3 lién minh, bén canh 2 lién minh khéc la Oneworld va SkyTeam. Star Alliance
dugc thanh 1ap ngay 14/5/1997 boi 05 cong ty hang khong la Air Canada, Lufthansa,
Scandinavia (SAS), Thai Airways International, United Airlines véi muc dich hop tac
chit ché va hd trg 1an nhau trong linh vyc hang khong dan dung. Lién minh hang
khong Star Alliance hién c6 28 thanh vién véi tong s6 khoang 3.294 may bay ché hanh
khach, cac chuyén bay cua Star Alliance toi 1.329 sin bay cua 195 nudc va van
chuyén trung binh khoang 500 triéu lugt hanh khach/nam.

- Lién minh hang khéng One World: la lién minh cac céng ty hang khdng 16n thir
ba trén thé gidi, sau lién minh Star Alliance va SkyTeam. Lién minh Oneworld duoc
thanh 1ap ngay 01/02/1999 boi 5 cong ty hang khong: American Airlines, British
Airways, Canadian Airlines, Cathay Pacific va Qantas, nam 2000 Canadian Airlines
rat khoi Lién minh Oneworld do lién minh Star Alliance mua lai. Lién minh hang
khéng One World hién c6 13 thanh vién véi tong sb khoang 2.350 may bay, cac
chuyén bay ciia One World bay t&i 700 san bay ciia 150 nudc va van chuyén trung
binh khoang 320 triéu lugt hanh khach/nam.

- Lién minh SkyTeam la mot lién minh hang khong co6 tru so dat tai Trung tdm
thuong mai San bay Schiphol trong khuon vién San bay Amsterdam Schiphol &
Harlemmer, Ha Lan. SkyTeam dugc thanh 1ap vao thang 6/2000 - 1a lién minh hang
khong 16n thtr hai trén thé gidi (vé s6 heong hanh khdch va sé hang thanh vién), sau
Star Alliance va truge Oneworld. Tinh dén thang 3/2014, SkyTeam phat trién dén 20
thanh vién phuc vu 588 triéu luot hanh khach/niam, két nbi v6i 564 phong chd sin bay
trén toan thé gidi. Poi phuong tién voi tong s6 2963 may bay, khai thac 15.723 chuyén

bay mdi ngay dén 1.064 diém dén tai 178 quéc gia, két nap duoc 189 tri¢u hoi vién.
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Trong diéu kién tu do hoa canh tranh, cic hing hang khong nho va vira nhanh
chong bi 1am vao tinh trang pha san hodc budc phai hop nhét hoic lién két lai dé ton
tai, hoac bi sdp nhdp vao cac hang hang khong 16n manh hon, tr 6 hinh thanh céac
hang hang khong khéng 16 c6 tinh toan cau. Viéc lién két hop nhét cac hing hang
khong 14 diéu kién dé phat trién thanh cac Tap doan hang khong, ¢é su chuyén mén
hoa van tai hang khong. Vi vy, cac hing hang khong tat yéu phai lién minh vé mang
duong bay, hd tro khai thac, bao dudng k¥ thuat, ... nham ton tai va phat trién bén
vitng trong bdi canh hoi nhap quéc té.

Khai niém lién minh hang khéng qudc té (Airline Alliance): 1a thoa thuan giita 02
hodc nhiéu hiang hang khong hop tic kinh doanh trén mét cap d6 dang ké, thuong 1a
lién minh mang duong bay, lién minh hd tro khai thac thwong mai, lién minh bao tri,
bao dudng k¥ thuat, ... nham nang cao nang lyc canh tranh va chét lugng dich vu dua
trén viéc phat huy loi thé sén ¢ cua nhau.

1.2.2 Diéu ki¢n va muc tiéu gia nhdp lién minh hang khéong quoc té
1.2.2.1 Diéu kién gia nhap lién minh hang khong quéc té:

Céac hdng hang khong can dap tmg diéu kién, tiéu chuan theo quy dinh t6 chirc
hang khong dan dung qudc t& ICAO va Hiép hoi HKDD qudc té IATA - [34]:

- An toan: 1a diéu kién hang dau cta cac hing hang khong khi gia nhap LMHKQT,
dd an toan cua cac hang hang khong dugc danh gid thong qua ching chi an toan bay
theo tiéu chuan qudc té;

- Piéu kién vé chat luong va tiéu chuan hoa cua phong cho hanh khéach tai
CHKSB: cac hdng hang khéng tham gia lién minh hang khdng phai dam bao co s¢ vat
chat, trang thiét bi phong chd hanh khach tai CHKSB ctia minh nham déng gop diém
dén trong hé thong thanh vién va dam bao chat luong trong qua trinh phuc vu hanh
khéch theo tiéu chuan cua t6 chiic va lién minh hang khong.

- Diéu kién vé KHCN, hé théng phén mém nhan biét cac hang thé ctua khach hang
thuong xuyén: mdi hang hang khong phat hanh riéng loai thé cho khach hang thuong
xuyén va dé nhan biét thé khach hang thudng xuyén trén cic chuyén bay thanh vién
budc cac hing hang khong phai dau tu hé théng phan mém mang tinh dong bo dé nhan

biét thé khach hang thudng xuyén trén hé thong cia hang va thanh vién.
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- Piéu kién vé tai chinh: cac hang hang khong khi gia nhap LMHKQT céc hing
con phai dong mot khoan phi bang tién hang nim theo quy dinh cua lién minh, khoan
phi nay dugc goi 1a phi duy tri thuéng nién hang nam.

- Sau khi hing hang khéng dap tng cac diéu kién va yéu cau cia LMHKQT dit ra,
cac doi ngii chuyén gia giau kinh nghiém duogc bau ra tir cac hang thanh vién trong lién
minh, thuc hién danh gia viéc dap tng cac diéu kién tiéu chudn gia nhap thanh vién
lin minh va giam sat trong sudt qué trinh kinh doanh hoat dong ctia hing hang khong
thanh vién dua trén cac quy dinh, diéu 1é 1ién minh.
1.2.2.2 Muyc tiéu khi gia nhap lién hang khong qudc té:

- Céac hing hang khong khi gia nhdp LMHKQT nhiam khang dinh tinh hoi nhap
qudc té theo xu hudng va quy luat chung ctiia nganh HKDD thé gidi, nang cao uy tin
va thuong hiéu trén thi trudng qudc té dé tré thanh mot hang hang khong dang cip thé
giéi. Qua do, cac hing hang khong c6 thé hoc tap dugc nhitng kinh nghiém trong kinh
doanh va nhiing bai hoc kinh nghiém marketing cua cdc hang thanh vién ttrong hé
théng lién minh.

- Gia nhap LMHKQT, hing hang khéng di tao ra nhiéu loi ich hon cho hanh
khéch trong viéc st dung cac SPDV cua cac hang thanh vién thong qua cac dich vu
tién ich cua lién minh nhu hanh khach 1am th tuc mot 1an ma dén duge nhiéu diém
trén thé gidi, dugc sir dung chung phong chd tai cac CHKSB quéc té, duge tich diém
trén cac chuyén bay thanh vién va c6 thé quy doi diém thudng bang tién hoic thudng
bang khach san. Pay chinh 13 su khac biét vé SPDV ma hiang hang khong can day
manh chinh sach xuc tién trong hoat dong marketing nham kich thich va théa méan nhu
cau khach hang trong qua trinh tiéu ding SPDV.

- Tang cudng kha ning canh tranh trén mang dudng bay qudc té, qua d6 nang cao
chat luong dich vu nham dat muc tiéu 16n nhat ciia hang hang khong khi gia nhap
LMHKQT la gia ting thi phan van chuyén, t6i da hoa doanh thu va lgi nhuan hudng
dén sy phat trién bén vitng. Qua trinh canh tranh gitta cdc hing hang khong thanh vién
s& tao cho cac hing can nghién ciru k¥ thi truong va nhu cau cta khach hang dé xay
dung chinh sach san pham va chinh sach gia cho phii hop hon véi thi hiéu khach hang

va dam bao yéu to canh tranh.
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1.2.3 Sw tdc dpng ciia lién minh hang khong quéc té dén cdc chinh sich marketing
- Cong tac an toan - an ninh hang khéng: c6 tac dong manh mé trong qua trinh gia
nhap LMHKQT, day 1a mot trong nhitng yéu t6 quan trong nhat vé diéu kién gia nhap
thanh vién cua hang hang khong. Vi vay, cac hang hang khong thanh vién noi riéng va
cac hang hang khong trén thé gidi noi chung phai dam bao tuyét ddi cong tac an toan -
an ninh hang khong trong bdi canh khung hoang chinh tri siu sic ddi dién voi nhidu
hinh thtrc khung b, pha hoai hang khong va dién bién dich bénh phuc tap, kho ludng.

- Chinh sdch san phdm: tac dong dén nhimg dudng bay chwa khai thac thong qua
mang duong bay hgp tac véi cac hang thanh vién trong lién minh. Hoa nhdp va mo
rong mang duong bay phong phu, da dang cung cac hing thanh vién, gop phan da
dang hoa SPDV bing nhitng san phdm méi va khach biét trén thi truong, qua d6 nhim
kich thich va théa min nhu cau tiéu ding SPDV cua khach hang. Viéc huéng dén cac
san pham tiém nang nham két ndi dich vy dong mot vai tro quan trong dé gitip hanh
khach duoc thuan tién chuyén di, ...

- Chinh sach gia: tac dong dén sy théng nhit gia trong viéc stt dung chung co s&
ha ting tai CHKSB cua hé thdng thanh vién lién minh. Day 1a mot trong nhitng co hoi
tao 1én su linh hoat cua chinh sach gia nham déng nhét va mang lai loi ich cho cac
hang thanh vién, giam tinh canh tranh trong ndi bo thanh vién vé gid, tao ra cac gia tri
nham nang cao chét luong dich vu trong qué trinh phuc vu khach hang.

- Chinh sdch phdn phéi: qua trinh phan phdi SPDV (vé mdy bay, dich vu bé tro)
dd dugc linh hoat va thiét thuc hon cho khach hang, khach hang co thé mua vé va cac
dich vu bb tro tai 1 diém phong vé/dai 1y hay trén website ma co thé sir dung xuyén
sudt nhidu ching bay dé tranh su bi dong va mat thoi gian hay kho khin trong cong téc
bat dong ngdn ngir tai cac san bay dén va san bay ndi chuyén.

- Chinh sdch xiic tién: cac hdng hang khéng co co hoi khuéch truong, quang ba
thuong hiéu, hinh anh dat nudce con ngudi dén véi thé gidi. Mang lai nhiéu loi ich thiét
thuc cho khach hang 1a thanh vién trong cac chuong trinh khach hang thuong xuyén.
Viéc tao ra nhiéu co hoi va loi ich hon cho khach hang ctia cac hang thanh vién 1a loi
thé dé cac hang day manh chinh sach xiic tién trong hoat dong marketing dé kich thich

va thoa man nhu cau tiéu dung SPDV ciia khach hang.
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- Yéu t6 con ngwoi: tham gia LMHKQT chiu su tic dong manh cta qua trinh hoi
nhap, tir van dé& vé ngdn ngit dén viéc ung dung KHCN va khai thac trung co so ha
tang CHKSB trong hé thong thanh vién da doi hoi céc hdng hang khong thanh vién can
nang cao trinh d9, chuyén mon, nghiép vu cho nhan vién nham nim bt kip thoi
KHCN, thau hiéu ban sic van hoa tai nhiéu quéc gia nham dam bao duy tri khai thac
hanh khach trén cac thi truong ban dia.

- Yéu t6 quy trinh thi tuc: viéc chia sé va trao d6i kinh nghiém vé KHCN, hé
théng thong tin, dugc hd tro khai thac thuong mai, hd tro bao tri, bao dudng ky thuit,
... tac dong dén cac yéu t6 vé quy trinh cong doan thu tuc trong qua trinh khai thac va
van hanh céc thiét bi khi phuc vu khach hang nham tiét kiém thoi gian tac nghiép,
giam chi phi lang phi va ap luc vé tam Iy ciia khach hang ciing nhu nhéan vién phuc vu.

- Yéu t6 hitu hinh: qua trinh hoi nhap va LMHKQT d3 tac dong manh mé& dén viéc
dau tu co s vat chit cta cac hing hang khong thanh vién nham dam bao chuin hoa vé
chat lugng dich vu tir d6i phuong tién dén trang thiét bj hé thong phong vé, phong chd
theo quy dinh va tiéu chudn cta lién minh hang khong, dic biét 1a viéc str dung chung
phong chd san bay va viéc hd trg ki thuat vé& bao dudng bao tri phwong tién.

Tém lai: tic dong cia LMHKQT dén cac chinh sach marketing cua cac hing
thanh vién théng qua viéc cac hing thanh vién chip nhén sy canh tranh gay git, qua d6
cac hang hang khéng thanh vién phai c6 su chuin bi kj cang va chuin héa vé con
ngudi, vé co s& vat chit, vé& phuong tién va trang thiét bi k¥ thuit, ... nham thich nghi
v6i mdi truong kinh doanh dam bao chat luong dich vy, dap g mang dudng bay khai
thac hay lién két rong khap. Cac tac dong nay tao cho cic hang thanh vién phai chu
trong hon trong cong tac marketing bang viéc tap trung vao cac chinh sach san pham
nham dam bao phu hop véi nhu cau ciia khach hang; chinh sach gia nham thoa man
phan thi va ddi twong khach hang; chinh sach phan phdi nham da dang hoa mang ban
dé toi da hoa thi phan va doanh thu; yéu t6 con ngudi vé chuyén mon nghiép vu va ki
nang giao tiép; co sO vat chat va trang thiét bi dam bao tinh 6n dinh khoa hoc va hién
dai trong qua trinh van hanh khai thdc quy trinh tha tuc va cac yéu t6 hitu hinh; cong
tac dam 4o an toan - an ninh hang khong va dich vu két ndi hang khong nham tao su

thuan tién va mang dén gia tri thiét thuc cho khach hang khi tiéu dung SPDV. Pong
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thoi, cac hdng hang khong thanh vién phai xac dinh rd quan diém “san s¢” ngudn
khach hang truyén thdng cho nhitng d6i thu canh tranh trong cting hé thong thanh vién,
dic biét s& bat loi cho cac hang hang khong nao trong thanh vién lién minh néu hoat
dong kinh doanh khong chuyén mén héa va pham vi khai thac véi quy moé nho.
1.3 Ly luan chung vé chinh sich marketing dich vu van tai hanh khich biang
dwong hang khong trong boi canh lién minh hang khong quoc té
1.3.1 Khadi niém marketing dich vu va chinh sdach marketing dich vu hang khong
1.3.1.1 Khai niém marketing va marketing dich vu:
C6 nhiéu khai niém khac nhau vé marketing ctia nhidu trudng phai, tac gia trong
va ngoai nudc dugce str dung phd bién nhur:

- Philip Kotler: “Marketing 12 1am viéc véi thi truong dé thuc hién nhiing vu trao
d6i véi muc dich théa man nhimg nhu cau va mong nuén cta con ngudi. Hay noi cach
khéc thi marketing 12 mot dang hoat dong cua con nguoi nham thoa mén nhirng nhu
cdu va mong mudn cua ho théng qua trao d6i”; hay “Marketing 1 mot qua trinh quan
ly mang tinh x3 hoi, nhd d6 ma cac ca nhan va tap thé c6 dugce nhitng gi ho can va
mong mudn thong qua viéc tao ra, chao ban va trao d6i nhitng san pham c6 gia tri voi
nhimng ngudi khac”; “Marketing 14 mot qua trinh qua d6 mét t6 chirc quan hé mot cach
sadng tao, c6 hi€u qua va co6 191 cho thi truong”; “Marketing la dua ding hang hoa va
dich vu dén ding nguoi, dung dia chi, dung thoi gian, dung gia va thong tin chinh xac
cung céac chinh sach xuc tién, khuyén mai” - [26] [27].

- Hiép héi marketing Hoa Ky: "Marketing 1a qua trinh ké hoach héa va thuc hién
cac quyét dinh vé san pham, dinh gia, xuc tién, phan phéi va y tudng dé tao ra sy trao
d6i nham thoa méin cac muc tiéu ciia ca nhan va to chuc"; “Marketing 14 chtc ning
quan tri doanh nghiép, 13 qua trinh tao ra truyén thong va phan phdi gié tri cho khach
hang va la qué trinh quan ly quan hé khéach hang theo cach dam bao lgi ich cho doanh
nghiép va cac cd dong”; hay “Marketing 1a hoat dong, tap hop cac td churc, cac quy
trinh tao lap, truyén dat cung cap va trao doi nhiing vt pham c6 gia tri ddi voi nguoi
tiéu dung, khach hang, d6i tic va xa hoi nodi chung” - [7] [27] [28]

- Theo géc @6 doanh nghiép thi marketing dwoc hiéu la: "Marketing 13 mot chtc

ning quan 1y cong ty vé to chirc va quan 1y toan bd cac hoat dong kinh doanh ¢ lién
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quan dén viéc phat hién ra nhu cau cua ngudi tiéu dung va bién nhu cau dé thanh stc
mua thuc sy vé mot mat hang cu thé cua cong ty, dén viéc dua hang hoa d6 dén tay
ngudi tiéu dung cudi cing nham dam bao cho cong ty dat dugc cac muc tiéu kinh
doanh t6i uu" - [16] [18].

- Theo marketing truyén thong: "Marketing 13 toan bd cac hoat dong SXKD c6 lién
quan truc tiép dén dong van chuyén mot cach tdi uu cac loai hang hoa dich vu tu
ngudi san xuat dén ngudi tiéu dung nham muc dich loi nhuan” - [29].

- Theo marketing hién dai, co nhiéu quan ni¢m khac nhau vé marketing do do dan
dén cac khai niém khong gidng nhau nhu: “Hoc vién Hamilton (USA) - marketing 1a
hoat dong kinh té trong d6 hang hoa duoc dua tir ngudi san xuat dén nguoi tiéu dung;
Hoc vién quan ly Malaysia - marketing 1a nghé thuat két hop, van dung cac nd luc
thiét yéu nhim kham pha, sang tao, théa méin va goi 1én nhimng nhu ciu cua khach
hang dé tao ra loi nhuan; Vién marketing Anh Quéc - marketing 14 qua trinh td chirc
va quan ly toan bd cac hoat dong SXKD tir viéc phat hién ra va bién stc mua cia
nguoi tiéu dung thanh nhu cau thuc sy vé mot mit hang cu thé dén viéc san xuét va
dua hang héa d6 dén nguoi tiéu dung cudi cing nhim dam bao cho cong ty thu dugc
loi nhuén nhu du kién” - [24] [29].

- Gi4o trinh marketing can ban: “Marketing 1a qua trinh 1am viéc v&i thi truong dé
thuc hién cac cudc trao doi nham théa man nhitng nhu cu va mong mudn cia con
ngudi. Cling ¢ thé hiéu, marketing 13 mot dang hoat dong ctia con ngudi (bao gom cd
16 chirc) nham thoa man cac nhu cau va mong mudn thong qua trao d6i” - [14].

Pham vi nghién ctru cua dé tai, tic gia van dung cic khai niém marketing cua
Philip Kotler [26] va trong cac gi&o trinh tai liéu [14] [15] [16] dé dua ra khai niém
marketing dich vu hang khong: "Marketing dich vu hang khong la mot dang hoat dong
ciia t6 chire doanh nghiép hang khéng nham théa man tot nhdt cdc nhu cau va mong
muén ciia khdach hang vé cac san pham dich vu hang khéng théng qua trao doi".
1.3.1.2 Khai niém vé chinh sach marketing dich vu hang khong:

Pham vi nghién ciru ctia dé tai, tic gia duc rat ra cac khai niém vé:

- Chinh sach marketing dich vu: 1a viéc nha quan tri marketing st dung nhiing

bién s6 hay cong cu ctia marketing dich vu trong doanh nghiép dé tac dong dén khach
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hang nhdm théa man loi ich cta khach hang trong qua trinh tiéu dung SPDV va muc
ti€u cua doanh nghiép trong qua trinh cung trng SPDV.

- Chinh sdach marketing dich vu hang khong: la viéc nha quan tri marketing st
dung nhitng bién sb hay cong cu ctia marketing dich vu trong doanh nghiép vén tai
hang khong dé tac dong dén khach hang nham théa mén loi ich ciia khach hang trong
qua trinh tiéu dang SPDV hang khong va dong thoi thoa man muc tiéu (chinh sach xa
héi, thi phan vin chuyén, toi da héa loi nhudn, phdt trién bén virng, ...) cua doanh
nghi€p hang khong trong qué trinh cung tmg SPDV hang khong.

1.3.2 Chinh sach marketing dich vu vin tdi hanh khich bang dwong hang khéng
trong boi cinh lién minh hang khéng quoc té
1.3.2.1 Muyc tiéu, chirc nang chinh sach marketing dich vu VTHK duong hang khong
Cac doanh nghiép hang khong hién nay da hinh thanh 1én mdt bd phan marketing
chuyén nghiép nham nghién ciru thi truong, nghién ciru nhu cau cua khach hang va cac
ddi thu canh tranh, ... nham dat dugc cac muc tiéu co ban trong chinh sach marketing
dich vu VTHK bang dudng hang khong nhu:

- Gia tang doanh s6 ban; hing hang khong can da dang hoa SPDV, cung v&i chinh
sach gia da dang, linh hoat va viéc t6 chirc phan phdi khoa hoc, hiéu qua song song véi
cong tac xtc tién dé kich thich nhu cau khach hang, qua d6 thoa min va dap ung thi
hiéu khach hang trong cong tac ban nhim gia ting doanh sb trudc nhitng ddi thu canh
tranh gay gét trén thi truong hang khong.

- T6i da hod thi phdn; viéc hing hang khong dua ra chinh sach kinh doanh hop ly
trude cac dbi thu canh tranh thong qua chinh sach gia linh hoat va chét luong dich vu
nham hap dan va thu hat khach hang trong qua trinh sit dung dich vu hang khong, qua
d6 dam bao viéc nang cao thi phan van chuyén.

- T6i da hod lpi nhudn; hang hang khong cin cit theo nhu cau thi trudng va tam ly
khach hang dé dua ra cic muc gia téi wu twong Gmg véi cac dich vu di kém cho timg
phan thi khach, dic biét 1a nhitng khach hang tiém nang c6 thu nhap va kha ning chi
tra cao nham tdi da hod loi nhuén.

- Hudng dén sw phdt trién bén viing cua hang hang khong: day 1a muc tiéu séng

con cua bat ky hang hang khong nao khi tham gia thi trudng hang khong. Ca 3 muc
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tiéu vé doanh so, thi phan, lgi nhuan déu cé thé diéu chinh véi timg thoi ky va giai
doan khai thac ctia hiang hang khong, xong hing hang khong s& khong ton tai néu yéu
t6 phét trién bén viing khong duge duy tri.

Trén co s& do, chiic nang ciia chinh sach marketing ddi v6i hoat dong kinh doanh
dich vu VTHK bang duong hang khong, bao gém: chirc ning nghién ctru thi trudng
xac dinh khach hang tiém ning ¢ nhu cau 16n nhat vé SPDV (khdch hang muc tiéu,
huwéng dén khdich hang); chiic niang gitp hing hang khong tiép can, phuc vu duoc
nhom khéch hang tiém ning théng qua viéc théa man nhu ciu va dam bao chit luong
dich vu; chirc ning xay dyung chién lugc kinh doanh gitip hang hang khong tré nén hap
dan hon trudc nhiing dbi thu canh tranh trén thi truong; chirc nang phat hién va tan
dung thoi co, giam thiéu va phong ngira rui ro c6 thé xay ra v6i hing hang khong trong
qua trinh kinh doanh nham hudng dén muc tiéu lgi nhudn va phat trién bén viing.
1.3.2.2 Cé&c chinh sach marketing dich vu VTHK bing duong hang khong trong bdi

canh lién minh hang khong qubc té (mé hinh 7P)

Qua trinh hoi nhap va LMHKQT da tao ra nhiéu co hoi va thach thuc cho céac
hing hang khéng, vi vAy cac chinh sach marketing dich vu VTHK béang duong hang

khong dugc mo ta qua so dd hinh 1.3:
P1_Chinh sach san phim (Product)

P2_Chinh sach gia (Price)

HANG .
HANG Chinh sach ) li&AN(g[
KHONG marketing P3_Chinh sach phin phoi (Place)

dich vu ST

(C’[:;‘NG ad VT‘H K b? ng P4 Chinh sich xic tién (Promotion) v DUNG

UNG dwong hang - SAN

SAN khéng P5 Véu té 31 (Peopl PHAM
PHAM

DICH (mé hinh 7P) _Yeéu to con ngudi (People) Dli(,[;)H

Vo) P6_Yéu to quy trinh (Process)

P7_Yéu t6 hiru hinh (Physical evidence)

Hinh 1.3: Marketing dich vu VTHK bang dudng hang khdng (mé hinh 7P)
a) Chinh sach san pham (Product):
Dudi goc d6 marketing, san pham VTHK bang dudng hang khong duoc chia lam

4 cap d6 theo mo ta so do hinh 1.4
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4.San phaAm tiém ning

3.Sin pham b sung

Dich Hinh anh
T As 2 thwong
vu noi - -y . n
< 2.San pham hién thuc =a
Dich chuyén P : - hi¢u Dich
vu vu
dién Inter
. M4 _ Pat
pivce by, 1.San phim 15i s e
may lich, (Lich trinh xué‘i; Lién két may
Dich vu : chuyén bay) . ien ke
bay bio bay > > ve khach san, bay
hiém du lich

Chwuong trinh khach
hang thudng xuyén

Cac dich vu két ndi chuyén di

Hinh 1.4: Cip d6 cta san pham trong dich vu VTHK bing dudong hang khong

Sdn phdm 16i: 13 10i ich cbt 161 cua san pham dem lai cho khach hang, n6 chinh
1a sy thay doi khong gian van chuyén va duogc thé hién théng qua san pham duong bay
(diém di va diém dén hay con goi la lich trinh chuyén bay). Hing hang khong méo
dudng bay méi, nghia 14 ho d3 bd sung vao mang dudng bay - mét tuyén bay méi.

Sdn phdm hién thwe: 13 nhimg yéu t6 phan anh su ton tai cia san pham va
thudng d& nhan biét hon so v6i san pham 13i. Cac yéu td nay khong chi thé hién nhing
biéu hién cy thé ma con thé hién chat luong cua san phdm van tai hang khong cung
cap cho khach hang, bao gdm cac yéu t6 nhu lich bay, may bay, dich vu trén chuyén
bay, dich vu trudc va sau chuyén bay, dich vu dit giit cho, xuét vé, ...

Sdin phim bé sung: 13 nhilng yéu t6 hd tro hodc 1am ting gid tri ciia san pham
van tai hang khong, gitip cho khach hang thiy tién loi hon, hai long hon va yén tim
hon. San pham bd sung va san pham hién thuc trong van tai hang khong chinh la
nhitng vil khi canh tranh cta hing hang khong. San pham b sung rat da dang, tuy theo
san pham va chinh sach phét trién san pham ctia mdi hang, nhu: mic bao hiém cho
hanh khach, hanh 1y; dich vu khach hang; dich vu ndi chuyén véi cac duong bay va
cac phuong tién van chuyén khac dé dap tmg nhu ciu di lai ciia hanh khach; dich vu

lién két v6i du lich, khach san; chuong trinh cho khich hang thudng xuyén, ... Ngoai
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ra, cac dich vu dé dam bao an toan, an ninh, nang cao hé sb tin cay khai thac, hinh anh
va danh tiéng, ... khong chi 12 cac yéu td nang cao chét luong dich vu ma con tao ra
gid tri ting thém cho san pham van tai ctia hing hang khong.

Sdn pham tiém ndng: bao gdm toan bo nhimg san pham bd sung va cac bién thé
ctia SPDV c¢6 thé xuit hién trong tuong lai nhu dich vu dién thoai, internet trén chuyén
bay, ... d6 chinh 14 cac dich vu két ndi chuyén di tao sy thuan tién cho khach hang

dugc mb ta qua so dd hinh 1.5:

- Két ndi céc loai hinh phuong tién Dich vu 1.Két ndi cac loai hinh

: : .| Kkét néi h tién giao tho
giao thong véi cac CHKSB trong ndi lf[‘:_g::g' phong fen lao thons
ving bang céc phuong tién duong bo (8 Vﬁ!‘ tai 2 Két ndi cac don vi, té

R . Lo n g p \ ang chtrc cung g dich vu cho
t0), duong sat (tau dién ngam), duong | khoéng chuyén di ciia hanh khéch

thity (tdu cao téc), giup hanh khach khép .
Hinh 1.5: San pham tiém nang trong
kin quy trinh di lai. Bay 1a mot trong VTHK bing dudng hang khong
nhitng dich vu két ndi mang lai gia tri thiét thuc cho hanh khach tai cac diém dén quéc
té noi c6 nhiu san bay trong ndi ving, ma giita cac CHKSB chi ¢ thé s dung
phuong tién lién két méi dam bao tinh co dong va hiéu qua cho chuyén di ctia hanh
khach khi phai di chuyén giira 2 sin bay dé dén san bay tht 3 theo lich trinh chuyén di.

- Dijch vu két ndi véi cac don vi, té churc lién quan dén chuyén di cua hanh khach
nhu: bd phan XNC lién quan dén kiém duyét, cAp phép cac gidy to tiy than cua hanh
khach dam bao quy dinh vin chuyén cta hing hang khong va luit phap cia qudc gia
di/dén; don vi ngan hang lién quan dén dich vu cung ung thu tuc va hinh thirc thanh
toan; don vi vién thong lién quan dén cac dich vu cung cap két ndi thong tin chuyén di;
cac don vi du lich cung tng dich vu tour tron goéi cho khach hang hoac lién két cac hé
thong khach san nham cung tng dich vu dit phong cho hanh khach khi ¢6 nhu cau, ...
day 1a cac dich vu két ndi trong qua trinh cung tmg SPDV hang khong nham bo tro
cho hanh khach khi thyc hién chuyén di néu hanh khach c6 nhu cau

Chinh sdch sdn pham dich vu VTHK bang dwong hang khéng trong boi cinh

LMHKQT, bao gom cdc ndi dung:

- Lich bay: thé hién thoi diém, muc do thuong xuyén cta san pham. Cac yéu t6

phan anh lich bay bao gdm nhu tan suit, ngay, gid bay, thoi gian bay. San pham
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VTHK ¢6 uu thé canh tranh khi lich bay c6 tan suat cao, gio' di/dén thuan loi cho hanh
khach, kha ning bay dung gio va han ché cham huy chuyén bay.

- Sw hién dai ciia phwong tién mdy bay: quyét dinh dén chat luong SPDV trén cac
chuyén bay duong dai, tir mirc do tién nghi cta hang ghé ngdi dén tdc do thoi gian
bay, mirc do an toan va trang thiét bi giai tri trén chuyén bay. Muc do tién nghi cia
may bay thé hién qua céc ti€u chi nhu sy thuan tién, thoai mai ctia ghé ngéi, su sach sé
va tién nghi cua khoang hanh khéach, hay cta budng vé sinh, ...

- Dich vu trén khong: thé hién nhiing khac bi¢t cuia SPDV nhu hang ghé, trang
thiét bi an toan va tién nghi cho hanh khach, dich vu giai tri trén chuyén bay nhu
video, clip, bao, tap chi, dich vu 4n udng trén chuyén bay, thong tin chuyén bay va
phuc vu cua tiép vién vé ky ndng ngdn ngir, su lich sy va an mac chinh té, dang diéu,
su than thién, nhiét tinh, tro giup d6i v6i hanh khach dic biét, ... vai tro va muc do
dich vu trén chuyén bay 13 khac nhau d6i véi tAm véan chuyén.

- Dich vu mdt dat: thé hién thong qua su hai 10ng cta hanh khach vé thu tuc trudc
chuyén bay vé thoi gian xép hang doi 1am thu tuc, su nhd nhin, lich sy va chuyén
nghiép ctia nhan vién 1am thu tuc. Di v6i dich vu tai phong chd hanh khach s& quan
tam dén yéu t6 vé trang thiét bi va tién nghi tai phong chd, kha ning lya chon dd an,
udng, giai tri hay cac dich vu va phuc vu hanh khach trong trudong hop chim/huy
chuyén bay. Déi v6i dich vu van chuyén 1én/xudng may bay, hanh khach quan tim dén
phuong tién tir phong chd 1én may bay va su tro gitip doi voi tré em, ngudi gia, ngudi
tan tat khi 1én may bay ctua nhan vién hang khong, sy trg gitp ciia nhan vién hang
khong & ga dén, thi tuc va thoi gian chd lay hanh 1y, cac dich vu chuyén tiép cho
khach nbi chuyén nhu huéng dan, dua don, giai tri, ...

- Dich vu dit ché, ban vé: thé hién thong qua cac yéu to vé tinh thuan tién, khong
gian phong v¢é, su nha nhan, lich sy va chuyén nghi€p ctia nhan vién ban v¢, ... hién
nay hau hét cac hang hang khong ap dung dat chd va ban vé tryc tuyén qua mang.

Vong doi ciia sdn pham theo giai doan phdt trién thi truong hang khong: 1y
thuyét vong doi san pham trong van tai hang khong da chi ra mot san pham tir khi xuat
hién dén khi khong con ton tai trén thi trudong, duoc phat trién theo dang hinh Sin mo

ta tai so d6 hinh 1.6 - [23]:
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Hinh 1.6: Vong doi ciia san pham theo giai doan phat trién thi truong hang khong

= - »Thi truong
Tang trudng Chin muo6i Suy giam

- Giai doagn gioi thiéu thi truong 1a giai doan m¢ rdng duong bay mdi chua co
hang nao khai thac, dong nghia véi viéc tung véo thi truong moét SPDV méi nén khach
hang thudng chua biét va quen sir dung, do vy nhu cdu con thip, thi trudng ting
truong chdm va viéc kinh doanh thuong chwa cé loi nhuan vi phéi chi phi nhiéu cho
vi€c gidi thiéu dich vu ra thi truong. Trong giai doan nay cac hang hang khong thuong
thuc hi¢én muc ti€u marketing nham tao nhu ciu va nhan thtc vé dich vu van tai hang
khong méi; tan sudt bay va ghé/ tai cung cp ra thi truong thip; gia thuong khuyén
mii dé nhén biét, tao va kich thich nhu ciu; chi dinh dai 1y tai diém bay dén co chon
loc va thuc hién truyén thong nang cao nhan biét; st dung dich vu van tai hang khong.

- Giai doan thi truong phdt trién 13 giai doan ma SPDV vén tai hang khong trén
dudng bay méi di duoce khach hang tiép nhan nhanh chong va nhu cau thi truong ting
nhanh. Cung véi tang trudng thi truong, doanh thu va kha nang cé loi nhuan ting
nhanh, dong nghia v6i viéc xuit hién dbi thu canh tranh vi thi trudng ngay cang hap
dan. Vi du cac duong bay noi dia dén cac san bay dia phuong trude day chi co VNA
khai thac. Sau d6 khi thi truong ting nhanh da xuat hién thém Jestar Paccific va moi
day la Air Mekong va Vietjet Air cung khai thac. Trong giai doan nay cac hang hang
khong thuong thyc hién muc tiéu marketing nham t6i da hoa thi phan; ting tin suét,
ghé/ tai cung ing va md thém hang ghé trén chuyén bay; gia tham nhap thi trudng; mo
rong va ting cudng hé théng dai 1y tai diém bay dén va chi trong truyén thong nhan
thirc vé thuong hiéu ciia hing.

- Giai dogn thi truong chin muéi 1a giai doan ma dich vu vén tai hang khong trén
dudng bay da dugc hau hét khach hang tiém nang chip nhan nén nhu cau thi trudng va

doanh s6 tang cham lai. Lgi nhuan 6n dinh hodc giam xudng vi ting chi phi marketing
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dé bao vé san pham chdng lai cdc ddi thii canh tranh. Trong giai doan ndy cac hang
hang khong thuong thuc hién muyc tiéu marketing nham cung c¢6 thi phan va tdi da ho
loi nhuan; duy tri hay ting cham vé ghé/ tai cung Gng, tan suit bay va nang cao chét
lugng dich vy; dinh gia chu yéu theo nguyén tic canh tranh; déng thoi toi da hé théng
dai 1y tai diém bay dén va truyén thong nhdn manh sy khac biét giita thuong hiéu cua
minh véi cac hang khac.

- Giai doan thi truong suy giam 13 giai doan ma cac phuong thirc van tai thay thé
nhu dudng bo, dudng sit, dudng thuy cé nhiéu loi thé tuong ddi so véi van tai bang
duong hang khong trén duong bay dang khai thac. Trén thyuc té diéu nay chi ra trén cac
duong bay tdm ngin, khi KHCN phat trién 1am cho duong bo va dudng st c6 nhidu
vu thé hon dudng khong. Trong giai doan ndy doanh sb va loi nhuan c6 xu hudng
giam dan do nhu cau thi trudng trén dudng bay suy giam. Mat khac, mot sb ddi thu
canh tranh it lui khoi thi trudng nén canh tranh giam dan. Vi vay muc tiéu marketing
lac nay 1a cét giam chi phi. Cac hing hang khong thuong giam tan suét, ghé/ tai cung
tmg va thu hep hang ghé, ha gia ban, loai bot hé thong dai 1y tai diém bay dén va
truyén thong nhin manh dén khuyén mai dé hip dan khach hang.

b) Chinh sach gia (Price):

Gi4 thanh van tai hang khong 13 mot yéu té rat quan trong trong kinh doanh van
tai hang khong. Biét dugc gia thanh thi hing hang khong méi c6 co so xdy dung dugc
gi4 ban san pham, hach toan duoc 13i 16 va ra nhitng quyét dinh quan tri dé ning cao
hiéu qua kinh doanh. Trong VTHK bang dudng hang khong khdi luong cung tng ghé
va khdi luong van chuyén hanh khach 1a khong dong nhét va duoc thé hién thong qua
hé s6 str dung ghé. Do vay gia thanh san pham dich vu VTHK bang duong hang khdng
thuong duoc tinh cho ca don vi cung tmg va don vi van chuyén:

- Gid thanh trén don vi cung tng: 1a gia cho 1 ghé - km ma may bay cung mg va
dugc tinh bang cach chia téng chi phi cho ghé - km cung tng (ASK) dbi véi van
chuyén hanh khach, cho tai céng thtc tinh (1.1):

TC Trong d6:  z: Gia thanh

Z=—— ]
ASK (1.1) TC: Tong chi phi
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ASK: Ghé - km cung g
PPK: HK - km van chuyén

_TC _TC
" PPK  ASKxLFp (1.2)

Z

LFp: HE s6 sir dung ghé

- Gid thanh trén don vi vdn chuyén: 1a gia thanh cho 1 hanh khach - km duoc hing
hang khéng van chuyén, dugc tinh bang cach chia tong chi phi cho HK - km van
chuyén (PPK) ddi voi van chuyén hanh khach. Va c6 thé duoc tinh bang cach iy gia
thanh trén don vi cung tmg nhan voi hé s6 sir dung ghé, cho tai cong thire tinh (1.2).

Phan loai gia vé trong VTHK bang duong hang khong duoc mé ta qua hinh 1.7:
PHAN LOAI GIA VE HANH KHACH TRONG VAN TAI HANG KHONG

Kha nang hop tac cia hiang hang

khong: gid don phiwong va da phicong. | | Theo tinh kha thi cia gia: gid dwoc

phé duyét; gida khong dwec phé duyét.
Theo mire df tudi cé gia: ngudi lon;
ngwoi gia; tré nho, tré em.
Theo phin doan thi trwong khach cé
Theo tinh chit linh hoat ciia gia: gid: cong vu; du lich, tham than; lao
) dong, hoc tdp; khach lé; khach doan.

gid cong bo; gid thi truwong.
Hinh 1.7: Phén loai gia vé trong dich vu VTHK bang dudng hang khdng

- Theo kha ning hop tac gia cua hing hang khong gdm: gid don phuong, 14 gia do
mot hing hang khong dua ra ma khong can sy dong ¥ chinh thire cua hang khac. Gia
da phirong, 13 gia do nhiéu hing hang khong ctng cong nhan (gid hop tdc).

- Theo tinh kha thi cua gia gdm: gid dwoc phé duyét, 13 loai gia dugc dam béo tinh
hop phép khi ap dung trong pham vi qudc gia, moi gia ndi dia déu bi Chinh phu kiém
soat chat ch€; gia khong duoc phé duyét, khac voi gid duge phé duyét, gia nay khong
duogc sy thtra nhan chinh thure va tuy theo hoan canh va maéi truong luat phép cta ting
qudc gia ma nha chic trach quan 1y hang khong cho phép hodc cim doan - [3].

- Theo murc d6 tudi: gid cho ngwoi Ién (ADL), tir 12 tudi trd 1én, ap dung 100%
mirc gia theo quy dinh cta hang; gid cho nguoi gia, tir 55 tudi (nir)/60 tudi (nam) trd
1én va thuong dugc gidm tir 5% - 10% so voéi gid ADL; gia cho tré nho, tré em (CHD
va INF), tir 0 - 2 tudi bang 10% gia ADL, tir 2 - 12 tudi bang 75% gia ADL. Loai vé
CHD va INF thuong khong dugc tinh 1a thanh vién ctia doan, 02 khach tra gid theo
nhom ap dung cho tré¢ em CHD s€& duoc tinh 1a thanh vién cua doan. Véi cac hang

hang khong gia ré chi phan biét tré nho INF do khong chiém chd trén chuyén bay.
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- Theo tinh chat linh hoat cta gid gdm: gid céng bé, 1a loai gia dugc cung cap mot
cach rong rai cho cong chung thong qua cic ngudn phan phdi gia chinh thirc, moi
khach hang déu c6 mot muc gia, didu kién gia nhu nhau (gid loai thuong, cé gid tri
mét ndm va khéng cé diéu kién dic biét ngoai diéu kién hanh trinh; gid ddc biét bao
gom gid khdch 1é va gia khdch doan); gid thi trieong, v6i gia nay, cac hang hang khong
giao cho dai Iy ban v&i cac mirc gia khac nhau, diéu kién gia va hoa hong ciing khac
nhau, gia nay phan anh quan hé mac ca tay ba gitra hang hang khong - dai 1y - hanh
khach va do vay dugc goi la gia "dam phan" con duogc goi la gia canh tranh, gia nay
khong duoc phd bién rong rii trong cong ching vi s& phd v& quan hé tay ba - [13].

- Theo phan doan thi trudng hanh khach (muc dich chuyén di) c6 gia: khdch di
theo muc dich cong vu, ludn doi hoi chét luong dich vu & muc cao, thuong chon cac
san pham co uy tin, bay thang va thoi gian bay ngin, c6 kha ning chip nhin ¢ mic gia
cao. Vi vay, thuong dit chd, mua vé tra tién sat ngay di, chu yéu 1a di 1& va rai déu
trong ndm. Thoi gian cua chuyén di ngan, yéu cau linh hoat trong dit chd chiéu vé nhu
di: hoi nghi, hoi thao, hoi chg, cong tac va nghién curu thi truong; khdch di theo muc
dich nghi ngoi, khong doi hoi chat luong dich vu & muc cao, c6 kha ning chip nhin
cac SPDV véi chit lugng ¢ mirc trung binh, hanh trinh bay vong voi murc gia thap, va
thudng dit chd som trude ngay di, mua vé tra tién théng qua cac cong ty du lich nén
d6 nhay cam véi gia cao. Tinh thoi vu cao, di tip trung vao mot sd thoi gian trong nim
1a cac dot nghi L& dai ngay va thoi gian cua chuyén di ngin va theo mot s6 hanh trinh
nhat dinh, nhu: du lich, 18 hoi thé thao, vin hoa, kham chita bénh, mua sam; khach
tham thdn (VFR), quan tam dén do an toan cua hing hang khong, do nhay cam véi gia
rat cao, thoi gian cta chuyén di dai hon so voi khach di myc dich nghi ngoi, tinh thoi
vu cao, tap trung vao mot sb thoi gian trong nam. Tuy nhién, ciing c6 mot bo phan 16n
c6 thé sap xép chuyén di vao mua thap diém dé co gid giam, nhu: Viét Kiéu vé nudc
tham than, nguoi Viét tham than nhan ¢ nudc ngoai, Chuyén gia nudc ngoai lam viéc
tai Viét Nam vé tham gia dinh; kKhach lao dong, hoc tdp, viéc mua vé do don vi tai trg
quyét dinh, chi yéu mua vé mét chiéu, di theo doan va thuong tap trung vao khoang
thoi gian nhat dinh theo hop dong, nhu: hoc sinh, sinh vién, lao dong lam thué, céc

chuong trinh dao tao nganh nghé, thuyén vién lao dong; khdch Ié, 1a cac ca nhan mua
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vé riéng 1¢, khong du cac diéu kién mua gia khach doan; khdch dodn (Group), tir 10
ngudi trd 16n duoc mua gia doan khi co du diéu kién theo quy dinh cua hang.
Chinh sach gia trong dich vu VTHK bang dudng hang khong 1a mot trong chinh

sach quan trong ctia marketing hon hop, dugc mé ta tai so d6 hinh 1.8:

Chinh 1. Théng nhat (One Price)
sach gia

trong 2. Phan biét (Price Differential) .

aAn tai § Phuwong phap _ ,
van ——— [ dinh gi P=C(1+p)

ang 3. Giam gia, chiét gia
khong i . A———
(Discount Price)

(1.3)

Hinh 1.8: Chinh sach gia trong dich vu VTHK bang duong hang khéng

- Gid thong nhdt (One price): hing hang khéng dwa ra mot muic gia cudc thong
nhit cia moét SPDV cho moi khach hang. Uu diém cta chinh sach nay 1a don gia, d&
t6n kém thoi gian va khong can nhiéu k¥ thuat dinh gi4, tuy nhién han ché ciia phuong
phap nay 1a chua thuc su cong bang va khuyén khich, kich thich khach hang vi chinh
sach gia cude duoc cac hing hang khong ap dung hién nay hét stc da dang va linh
hoat dé phu hop v6i bdi canh hoi nhdp va tinh canh tranh gay git trén thi truong.

- Gia phan biét (Price differential): 1a chinh sdch ma hang hang khéng ban cung
mdt loai SPDV véi cac mire gia khac nhau tiiy vao cac diéu kién khac nhau nhu: phan
biét theo nhom khach hang, vi du sinh vién dugc giam gia trong dip hé hay ky thi, cac
can bo 140 thanh, thuong binh, ngudi tan tit dugce giam gia trong nhiing sy kién kinh té
- x4 héi ¢ lién quan, ... Muc dich & day chu yéu la thuc hién cac chinh sach xa hoi;
phdn biét theo gio cao diém, thap diém, vi du nhiing chuyén bay c6 gio khoi hanh va
thoi gian dén khong thuan loi nhu chuyén bay dém khuya tir Ha No6i di H6 Chi Minh
hay nguoc lai thuong co gia cude thap hon nhiing chuyén bay c6 gid khoi hanh va thoi
gian dén thuan loi vao ban ngay; phdn biét theo mia cao diém hay thap diém, muc
dich 1a nham khuyén khich khach hang st dung tai cac thoi ky vang khach, vi du gia
cudc van tai tir Viét Nam di chau Au hay My thuong c6 gia chi bang 1/2 vao mua thap
diém; phdn biét theo chdng, véi muc dich 1a nham khuyén khich khach hang str dung
tai cac thoi diém dé dan déu ghé ciia 2 chiéu vao nhimng thoi diém léch cau trong ngan

han theo chiéu di hay vé, vi du gia vé hanh khach thuong giam dang ké vao thoi gian
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giap tét nguyén dan trén chiéu tir Ha Noi di Ho Chi Minh va ngay sau tét nguyén dan
trén chiéu tir H6 Chi Minh di Ha Noi; phdn biét theo diéu kién ddt ché, day 1a cac hinh
thirc duogc rat nhiéu cac hing hang khong sir dung dé nang cao hiéu qua st dung ghé,
vi du mua vé dit chd sdm thuong co gia thip hon vao nhirng thoi diém mua vé dit chd
gin ngdy bay, hay nhitng han ché vé diéu kién hoan vé, d6i hanh trinh hay dit chd, ...

- Giam gid, chiét gia (Discount price): ap dung cho khach hang mua nhiéu duéi
dang chiét gia dé khuyén khich khach hang, cac hinh thirc chiét gia cha yéu nhu: chiét
gia khi mua 2 chiéu, nham khuyén khich khach hang mua ca chiéu di va chiéu vé trong
mot 1an; chiét gi& khi mua nhiéu dwong bay trong hanh trinh, vi du mua vé tir Pari -
Phap vé H6 Chi Minh rdi dén Nha Trang thuong c6 gia thap hon tong gia mua ting
ching don 18; chiét gi& khi mua sé lwong I6n, hinh thirc ndy thudng dugc ap dung cho
cac dai Iy nham khuyén khich ban dugc nhiéu trong mot 1an hodc trong mot thoi ky.

- Phuong phap tinh gia dugc ap dung theo phwong phap truyén théng cua “ly
thuyét kinh té hoc” cho tai cong thuc tinh gia (1.3) v6i cac bién sé gom: P 12 murc gia;
C 1a chi phi; p’ 1a ty sudt loi nhuan.

¢) Chinh sach phan phdi (Place):

Van tai hang khong 1a nganh dich vy va mang tinh toan ciu nén kénh phan phdi
c6 nhitng dic diém riéng vé td chirc kénh, duoc phan thanh kénh ban truyén thong va

kénh méi, duge md ta tai so dd hinh 1.9:

HANG HANG KHONG - NHA CUNG CAP SAN PHAM DICH VU

| !

KENH TRUYEN THONG KENH MOT

l I | Thwong mai dién tir

(Onlines)
Phong vé Dai ly Khich |
~ Pai IV du lich hang l16n [ |
hang aw (Tour (CA)
(Booking (Agent) = . Web hing Pai ly web
office) & Opera Hang khac (Web : (Web
tion) | | (Interlines) Airlines) Portal)

v

KHACH HANG - NGUOI TIEU DUNG SAN PHAM DICH VU

Hinh 1.9: Kénh phan phdi trong dich vu VTHK bang duong hang khong
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- Phong vé cua hang (Booking office): ban vé qua dién thoai hoac giao dich truc
tiép, 1a khau phan phdi san pham truc tiép giira hing hang khong véi khach hang, tuy
nhién mot sé han ché nhu di lai cua khach hang, thanh toan chua linh hoat, chim séc
khéch hang chua kip thoi, thoi gian phuc vu han ché, ... ngdy nay thi phan ban vé qua
phong Vé cua hing d3 giam sat rd rét do sy khong thuan tién vé cac han ché trén.

- Daqi ly (Agent Air): 12 bd phan trung gian ndi lién hang hang khong voi khach
hang, day 1a kénh ban truyén thong ctia cac hing hang khong trong subt thoi gian qua,
chiém thi phan cao nhét trong cac loai hinh phan phdi, do tinh chu dong trong qué
trinh phuc vu khach hang vé su linh hoat vé thoi gian phuc vu va qué trinh thanh toan
(c6 thé thanh todn chdm), chu dong thoa thuan mirc hoa hong, dich vu véi khach hang,
chu trong vao chiam soc khach hang va nang cao chit luong phuc vu.

- Dai Iy du lich (Tour operation): ban tron goi cdc SPDV gin lién véi tour du lich,
ddi tuong khach bi bo hep va chi tap trung vao mat s6 thoi diém ngén trong nam,
thong thudng sd chd danh cho khach du lich han ché trén mdi chuyén bay vi gia vé
thip nén diéu kién vé rat chat chd (khong hoan iy, khéng dwoc tach doan va doi ngay
bay), ... kéo theo su khong linh hoat trong cong tac ban dan dén thi phan ban thap.

- Hdng hang khéng khdc (hop dong Interlines): hing hang khong co thé hop tac
v6i mot s6 hang hang khong khac dé cung khai thac trén mot thi truong, thong thudng
dién ra tai thi trudng nudc ngoai (hop dong trao doi ché). Cac hing hang khong c6 thé
tién hanh d3t chd trén toan bo hanh trinh van chuyén hanh khéch véi nhiéu chang bay
khac nhau trén cac chuyén bay cta nhau trén co sé hgp dong cong nhan ching tir 1an
nhau. Giéa thanh toan 1a gia cong bd hodc 1a gia chia ching dic biét (SPA). Péi voi
hinh thirc phan phdi ndy chi dién ra tai thi truong nudc ngoai véi thi phan ban rat nho
va thuong xay ra trong truong hgp cac hang hang khong chua cé duong bay, hodc tim
kiém co héi thi truong, hodc co duong bay nhung hiéu qua khai thac chua cao, ... Vi
hinh thitc phan phbi nay khong mang lai nhiéu hiéu qua cho hing hang khong nén
cling rat han ché trong viéc gia tang thi phan.

- Khdch hang I6m (CA): 1a mot bd phan phu trach van dé di lai trong noi bo cua cac
t6 chuc va doanh nghiép cé quy mo lon, doi tuong phuc vu 1a khach di cong vy, cé

quan hé chat ch€ voi hang dé su dung ti da mang bay va hudng cac chinh sach vu dai.
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- Website hang hang khdng (Web Airlines): trong nhiing nim qua, v&i su phat trién
nhanh chéng cia KHCN, khach hang da ting budc lam quen v6i nhiéu dich vu méi,
hién dai. Nhu cau vé dich vu ctia khach hang ngiy cang cao va ludn tao ra nhitng thach
thirc mé&i cho cac nha cung cap dich vu. Viéc ap dung KHCN vao chuong trinh ban vé
tryc tuyén (thwong mai dién ti) - 1a hinh thirc chuyén thong tin vé SPDV cia hing
hang khong dén v6i khach hang mot cach nhanh chong tién loi, dac biét kénh phan
phéi truc tuyén di cung cap kha ning trao doi thong tin nhiéu chiéu, cho phép hing
hang khéng c6 thé nhin dugc cac phan hoi tir khach hang. Khach hang c6 thé sir dung
va truy cap hé théng voi bo may tinh két néi mang tai bat ky dau, khong phu thudce vao
khong gian, thoi gian chi can co thiét bi két ndi internet. Trong tuong lai, thi phan ban
tryc tuyén s& ngay mot phd bién va ting 1én vi nhiéu su tién ich duoc tao ra cho khach
hang va giam thiéu chi phi vé tién va thoi gian cho hang hang khong.

- Dai Iy website (Web portal): 1a bd phan trung gian ndi lién hang hang khéng véi
hanh khach, thong qua trung gian dai Iy web vé cac SPDV duogc cai dit mic dinh chao
ban trén website hang. Pai 1y web s& mang lai mot sé dich vu gia ting cho khach nhu
giao vé theo yéu cau, co thé thanh toan cham, chu dong thoa thuin muc gia trong han
mirc hoa hdng/dich vu dugc huong dé chiét khau mot phan cho khach hang. Tuy
nhién, dai 1y web van con mot s6 han ché trong viéc phuc vu khach hang, moi yéu cau
ctia khach hang vé dich vu dic biét va cac mirc gia linh hoat phai thong qua truc tiép
bd phan tro giup cua hing hang khong dé dwoc phuc vu ma khéng duoc niém yét va
giao dich trén website. Vi su phét trién ciia KHCN, kéo theo xu hudng xa hoi hoa vé
viéc tmg dung khoa hoc cong nghé vao qué trinh mua ban SPDV truc tuyén thi thi
phan ban qua dai Iy web portal s& ngay mot ting 1én do tinh thuan tién.

Chinh sach phan phdi trong dich Chi?]h
vu VTHK bang duong hang khong: 1a S?\%n
viéc hang hang khong ap dung cac t?-gga
chinh sach khac nhau, dé khuyén khich Vﬁgntél i
kénh phan phéi nham thuc day cong tac khong

1. HO tro kénh ban

2. Quan hé cong tac lau dai

3. Banh gié hoat dong ban

4. Chiét khau ban

ban sao cho khoa hoc va hiéu qua, Hinh 1.10: Chinh sach phan phdi trong dich
dugc thé hién qua so d6 hinh 1.10: vu VTHK bang duong hang khong
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- Chinh sach hé tro thanh vién trong kénh, cac chinh sach thuong duoc hang hang
khong hd trg 1a hun luyén ky ndng ban hang, cham soc khach hang, vach ra ké hoach,
bién phap xuc tién ban hang, hd trg quang cdo, trung bay, thiét ké bién hiéu thong nhat
trong hoat dong ban, ...;

- Chinh sdch thiét Idgp moi quan hé cong tac lau dai va én dinh, trong chinh séach
nay, hing hang khong va cac trung gian phan phdi cung ban bac dé din dén mot thoa
thuan dap tmg mong doi cia mdi bén. Cac muc thudng khac nhau tuong tmg voi cac
két qua hoat dong khac nhau theo thoa thuan ddi v&i mbi thanh vién trong kénh;

- Chinh sach théng qua viéc danh gid hoat dong ban, danh gia cong bang hoat
dong cta cac thanh vién trong kénh 13 viéc 1am can thiét, truéc mdi ky ké hoach
(thdng, quy, ndm) hing hang khong thudng giao cho phong ban san phim ctia minh
hodc yéu cau cac dai Iy cam két vé dinh mirc ban hay con goi 1 doanh sé ban. Dinh ky
hang hang khong s& danh gid cong tac cuia cac thanh vién theo cac chi tiéu da thoa
thuan trudc trong hop dong hay nhitng cam két nhu doanh sb ban dat duoc, cac dich
vu cung cép cho khach hang, ...

- Chinh sach chiét khdu bdn, hing hang khong s& sir dung nhitng dong luc thuc
day ban nhu chiét khau hay vé thuong khi dai 1y dat dén mot mire ban nhat dinh, hoic
chiét khiu thong qua viéc mé ban nhiéu hang vé wu dai dé kich thich nhu cau, ...;

d) Chinh sach xuc tién (Promotion):

Xuc tién 14 cac hoat dong truyén tin vé SPDV va ban than doanh nghiép t6i
khach hang nham thuyét phuc khach hang tin tudng va tiéu ding SPDV. Xuc tién 1a
mot thanh t6 quan trong va hd tro dic luc cho cac chinh sach marketing hdn hop tac
dong vao thi truong muc tiéu. Cac chinh sach marketing hdn hop khic duoc xay dung

hoan hao s€ giup cho viéc giam bdt hoat dong xuc tién.

Chinh sach xuc tién trong dich vu | Chinh ) 1. Quang cao
. . sach xuc
VTHK bang duong hang khong bao gom |tjén trong
van tai
hang .
khéng 4. Hoat dong khuyén mai

2. Quan hé céng chdng

cac thanh t6 nhu quang cao, quan hé cong

ching va cac hoat dong khuyén mai trong |

van tai hang khdng, duge mod ta qua so d6 Hinh 1.11: Chinh sach xuc tién trong

hinh 1.11: VTHK bang dudong hang khdng
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Quing cdo: 13 cc hinh thirc truyén théng gian tiép, thdng qua cac phuong tién
truyén tin phai tra tién dé gi6i thiéu vé SPDV, thuyét phuc khach hang. Trong vén tai
hang khdng c6 3 phuong thirc quang cao trén cac phuong tién dai chiing; trén co so vat
chat cia hang; trén website va tap chi riéng cua hing:

- Qudng cdo trén cdc phiong tién dai ching: 13 cac hinh thirc truyén thong gian
tiép, duoc thuc hién qua cac phuong tién truyén tin phai tra tién dé gidi thiéu vé
SPDV, thuyét phuc khach hang st dung SPDV cua hang. Cac phuong tién truyén
thong gian tiép bao gdm: tap chi, truyén hinh, radio, ... Mdi phuong tién truyén thong
nay c6 wu diém va nhuoc diém riéng nén hing hang khong thuong phai két hop cac
hinh thtrc khac nhau dé ting hiéu qua cta quang cdo:

- Qudng cdo trén co sé vt chdt ciia hing hang khéng: 1a mot phuong thirc quang
c40 quan trong trong kinh doanh v4n tai hang khong, gop phan tao ra sy nhan biét va
cam nhan cta khach hang vé hing hang khong. Quang céo trén co sd vat chat cia hing
hang khong bao gdm viéc son, vé& tén, biéu tuong trén tau bay, trang thiét bi va trang
phuc nhan vién ctia hang cling nhu tai cac van phong, phong vé, dai ly, san bay va noi
lam thu tuc cho hanh khach hay vat dung phuc vu hanh khach trén tau bay. Quang cao
trén co s& vat chit ciia hing hang khéng con bao gom ca viée thiét ké, trung bay, chi
dan, ... & cac khong gian tiép xtic v6i khach hang nhu phong vé, noi lam thu tuc cho
hanh khach, phong chd, ... dé tao 4n twong, su thoai mai va than thién véi khach hang.

- Quang cdo trén website va tap chi riéng cua hang hang khong: Website 1a mot
cong cu dé hang hang khong gidi thiéu ti cong chung va khach hang vé ban than hing
cling nhu nhimg SPDV cuia hing. Website con 1a phuong tién dé hang hang khong ban
SPDV ctia minh cho khach hang va cho phép ho dit chd (web - booking) hodc lam thu
tuc chuyén bay (web check-in), ... Hién nay cac hiang hang khong coi website 1a mot
cong cu quang co va ban SPDV rat quan trong vi né cho phép tiép can téi cong chung
va khach hang & pham vi toan cau véi mot chi phi twong doi thap. Tap chi riéng cia
hang khong, 14 nhiing tap chi dugc dat trén tau bay cho hanh khach doc trong thoi gian
trén chuyén bay, tap chi ctia hang hang khong vira 1a mot phwong thirc quang céo vira
1a mot dich vu trén chuyén bay. Ngoai viéc cung cap nhing thong tin va hinh anh vé

ban than hing hang khong va SPDV ciia hang, tap chi trén chuyén bay con gidi thiéu
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vé nhitng diém dén tai quéc gia cua hing hang khong khai thac bay dén, co thé 1a
thong tin vé dat nudc, con ngudi, phong canh, vin hoa va nhitng thong tin cin biét
khac. Hién nay tap chi riéng ctia hang khong con 1a mot ngudn thu 16n tir kinh doanh
quang c4o cho hang hang khong.

Quan hé cong chiing: 13 cac hoat dong truyén thong gian tiép ciia doanh nghiép
hang khong nham giy thién cam cia cong ching v4i doanh nghiép va SPDV cua
doanh nghiép. Cac cong ching ctia doanh nghiép hang khéng c6 thé 1a khach hang
hién tai, khach hang tuong lai, céc ) dong, CBCNV, cong déng dia phuong, chinh
quyén, cic nha cung cip, ngan hang, nha dau tu, cac phuong tién thong tin dai ching:

- Tuyén truyén 1a cac hoat dong st dung cic phuong tién truyén thong dai ching
dé truyén tin khong mét tién vé doanh nghiép va SPSV nhim ting uy tin, thién cam
ctia cong ching dbi voi doanh nghiép, kich thich gian tiép nhu cau tiéu dung SPDV
cua ho. Tuyén truyén ¢ thé duge coi 1a mot dang dic bi¢t cua quan hé cong chung.
Ciing nhu cac linh vuc khac, quan hé céng chung va tuyén truyén hang khong dugc
thuc hién dudi nhiéu hinh thtc khac nhau nhu quan h¢ bao tri, t6 chirc su kién hang
khong, cac hoat dong tai trg, tir thién, van dong hanh lang, ...;

- Quan hé bao chi hang khong la cac hoat dong quan hé than thién vadi gidi bao chi
dé ho thudng xuyén dua tin 1én cac bao vé hoat dong cua hing; hoic mdi cac phong
vién bao chi, truyén hinh tim hiéu va viét bai vé hing ciing nhu cac SPDV cua hing
nhan céc su ki¢n quan trong;

- T6 chikc su kién hang khéng 1a mot hoat dong quan trong dé ghi nhan va tao hinh
anh tot vé doanh nghiép dén cong chiing va khach hang. Cac su kién hang khong bao
gom: Hoi nghi khach hang thudng xuyén, cic hoi nghi chuyén nganh, tham gia trién
1am hang khdng, 1& ky niém vé mot sy kién quan trong nao d6 ciia hang nhu mo dudng
bay, nhan tau bay, gia nhap lién minh, ...;

- Tai tro 1a hoat dong dé gay thién cam va tang trach nhiém xa hoi cia doanh
nghiép voi cong chung, cong dong va xa hoi. Cac hoat dong tai trg cua hdng hang
khong ciing giéng cac doanh nghiép khac nhu tai tro cho cac sy kién van hoéa, thé thao,
ngh¢ thudt quan trong, ... cac hoat dong tur thi¢n nhu xay nha tinh nghia, truong hoc,

hd tro ngudi nghéo, ctru trg bio lut, chita bénh nhan dao, ...;
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- Quan hé khach hang la mot dang dac biét cua quan hé cong ching trong xtic tién
hdn hop marketing nham quan 1y khach hang va xir Iy cac vin dé vudng mac cia
khach hang, dong thoi phat trién quan hé gin bo véi khach hang va phuc khach hang
t6t hon. Tuy theo quy mé va chiéc luge kinh doanh ctia minh, mdi hang hang khong co
thé ¢ cac chinh sach quan hé khach hang khac nhau. Chinh sach quan hé khach hang
hang khong bao gdm viéc quan 1y cac thong tin ctia khach hang dé dé ra nhiing chiéc
luge cham soc khach hang hop 1y; chinh sach xir Iy cac vAn dé vuéng méc cua khach
hang; chiéc lugc dao tao nhan vién, diéu chinh chinh sach kinh doanh cta hang hang
khong cung tmg t6i khach hang, ... Phan 16n cac hing hang khong déu to chirc cho
minh mét bo phan quan h¢ khach hang cung vd1 mdt s6 dién thoai nong dé tiép nhan
va xtr Iy mot cach nhanh chong va hiéu qua cac vudng méc ciia khach hang.

Hoat déng khuyén mdi hang khéng: 13 cac bién phap ngin han, hd trg cho
quang c4o va ban hang nhim khuyén khich, kich thich khach hang tiéu ding SPDV.
Dbi voi hanh khach khuyén mii nhim khuyén khich ho mua va mua nhiéu, con véi
cac dai Iy nham kich thich ho tich cuc md rong kénh phan phdi, ban nhiéu SPDV. Céc
hinh thtre khuyén méii hang khong ciing kha da dang nhu giam gia, ting cac dich vu bd
trg, ting vé thudng, qua ting, ..., duoc thé hién qua cac nodi dung;

- Gidm gid 1a mot hinh thirc khuyén mai phd bién va rd nét nhat ciia hing hang
khong, nham kich thich nhu ciu va canh tranh, giam gia duoc ap dung chu yéu dbi voi
ngudi st dung dich vu cudi cung 1a hanh khach. Cac hing hang khong thudng giam
gid vao mua thap diém hodc suy thoai kinh té hay giam gia chiéu c6 nhu cau thi trudng
thap vao ting thoi diém ngin han hay trong dip khai truong m¢ duong bay, ...;

- Tdang dich vu b6 tro ciing 1a mot hinh thirc duogc cac hang hang khong ap dung dé
khuyén mai vao mua thap diém hay suy thoai kinh té dé kich cau. Cac dich vu hd trg ¢
day c6 thé 1a dua don mién phi tir trung tim thanh phd dén san bay va nguoc lai, ting
phong khach san, ...;

- Tdng vé thuéng thuong duoc cac hing hang khong ap dung ddi véi cac trung
gian phan phdi (dai Iy) hay nhimg khach hang 16n khi ho mua nhiéu trén mot chuyén
bay, dac biét cac dai 1y 1a cac cong ty du lich khi ti€u dung 1 s6 lugng 16n SPDV thong

qua cac chuong trinh du lich tron goi.
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- Chuong trinh khach hang thuong xuyén la chuong trinh tao dyng long trung
thanh ciia khach hang dbi véi SPDV, thong qua cac quyén loi ma hing hang khong
danh cho khéach hang. Can ctr vao mtrc d¢ trung thanh cia khach hang qua viéc tich
lity tong s6 km bay ma khach hang thyc hién dé hing hang khéng quy thanh diém
thudng va cung cap mot sd quyén loi cho khach hang theo 2 hinh thirc wu dai 1a kinh té
va dich vu. Khi khach hang sir dung cac uu dai vé kinh té thi sé diém tich liy tuong
ung sé bi khéu trir. Pé x4c dinh dugc mire d6 trung thanh, hang hang khong s€ 1ap mot
hd so dé theo dbi lich trinh bay va sb chuyén bay cta khach, khi mirc do trung thanh
cua khach hang dat dén muc nhét dinh, hang s€ cong nhan 1a hdi vién ctia chuong trinh
khach hang thudng xuyén va cip thé hoi vién. Tén goi cua thé phy thudc vao chuong
trinh cua hang khai thac va mtrc d¢ trung thanh ctia hanh khach. Thé hoi vién cé kich
cO va hinh dang tuong ty nhu thé tin dung, trén do co6 ky hiéu nhan dang loai thé, tén
hanh khach, sé thé va ngay hét han st dung.

e) Yéu to vé con ngudi (People):

Yéu t6 con ngudi giit mot vi tri rit quan trong trong kinh doanh dich vu va trong
cac hoat dong marketing dich vu. Viéc tuyén chon dao tao quan ly con ngudi anh
hudng rat 16n téi sy thanh coéng cua hoat dong marketing dich vu. Con ngudi trong
moi trudng cung cap dich vu bao gdm toan bo CBCNVC trong doanh nghiép, luc
lwong ndy quyét dinh tryc tiép toi chat lugng dich vu thong qua ning luc ban than,
trinh d6 vé& chuyén mén nghiép vu, k§ ning giao tiép khach hang, ngdn ngit va hanh vi
ung xu, phong cach va thai d§ phuc vu, ...

Trong kinh doanh dich vu VTHK bang dudng hang khong, dé cap dén yéu to con
ngudi thong qua cac vi tri cong viée tiép xtic truc tiép voi khach hang nhu: bo phan
tuyén dau phuc vu dit chd ban vé truc tiép, bo phan thuong vu mat dat (check-in thu
tuc) bd phan trén khong (phi cong, tiép vién), phong ban chiic nang lién quan dén bo
phan cham soc khach hang, bo phén nghién cuu thi truong, ... va cac vi tri cong viéce
gian tiép tiép xtc voi khach hang nhu: cic bd phan phong ban diéu hanh va quan ly
hoat dong kinh doanh ctia hang hang khong, cac by phan mat dat phuc vu cong tac k¥
thuat va cong tdc dam bdo an ninh, an toan bay, cdc bd phan cung trng dich vu cho

chuyén bay ... va duoc thé hién qua so do hinh 1.12:
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Bo phén truc tiép | Bo phén gian tiép

Nhan vién mat dat phuc vu ky

Nhan vién ban vé thudt, an toan bay

Phong ban chirc nang quan ly,
diéu hanh hang hang khéng

Nhan vién thuong vu mat dat

Bo phén cung tmg dich vu
chuyén bay

Bo phén trén khong (76 bay)

Céc phong ban chirc nang tiép
xuc khach hang, ...

Hinh 1.12: M6 ta yéu t6 con ngudi trong dich vu VTHK bang dudng hang khdng
bé phat huy triét dé vu thé cua yéu td con nguoi tao ra dich vy chét lugng cao
trong kinh doanh VTHK bang dudng hang khong, can giai quyét mot sb van dé sau:

- T6 chuc doanh nghiép hang khoéng phai coi nhan vién ctia minh nhu nhimng khach
hang tiém ning, diéu nay yéu ciu doanh nghiép hang khdng luén phai quan tam t6i
nhén vién, tim hiéu nhu ciu, uvdc mudn cia ho va c6 chién luge dé thoa méan nhu cau
d6. Doi ngii nhan vién thiy duogc to chirc tin cdy va ddi ngd xing dang ho s& tim hiéu
nhu cdu khach hang rd hon, phat hién ra nhitng nhu cdu méi va hinh thanh dich vu
moi. Ho khong nhitng hoan thanh tét cong viéc hién tai ma con suy nghi cho cong viéc
turong lai ciia doanh nghiép, hing hai sang tao, quan tdm téi khach hang nhiéu hon,
dong gop nhibu ¥ tuéng méi, ... nham xay dung doanh nghiép phat trién bén ving
trong boi canh hoi nhap va canh tranh gay git hién nay.

- Hang hang khong phai coi trong vai trdo ma ho dang ddm nhan trong dich vu hién
tai. Khi vai tro dich vu duoc coi trong sé co6 tac dong 1on dén long yéu nghé, td1 vi tri
clia ca nhan trong to chiic va trong xi hoi, diéu ndy gan voi twong lai nghé nghiép cia
ca nhan. Bén canh d6 chu trong thu hit cac nhan vién vao qua trinh hinh thanh dich vu
mai, phai cha y téi phuong thirc va moi truong dich vy, doi héi cac nhan vién phai dat
dugc mot trinh do nhat dinh. Tuy theo muc d6 cung tng dich vu cic doanh nghiép
hang khong phai c6 ké hoach thich hop. Pong thoi thuong xuyén quan tdim cong tac
dao tao chuyén mén nghiép vu, ki nang giao tiép khach hang va dao tao nang cao chat
luong cho ddi ngil nhan vién hang khong nham tao ra phong cach lam viéc chuyén

nghiép, dam bao chat lugng trong qua trinh SXKD duoc thong sudt va hidu qua.
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- Cac nha quan tri marketing cdn cha ¥ phat hién cic mau thuan nhéan sy trong noi
bd doanh nghiép hang khong va mau thuin tir cac mdi quan hé bén ngoai dé xur 1y kip
thoi bang nhiéu giai phép.

f) Quy trinh thi tuc (Process):

Quy trinh tha tuc 1a mot phﬁn quan trong ctua chét lugng dich vy, chat lugng cua
SPDV duoc dam bao chu yéu thong qua mdt quy trinh cung Gng rd rang, chuan xAc.
Mot quy trinh tha tuc hiéu qua cling han ché duoc dic diém khong déng nhét trong
qua trinh cung tmg dich vu, két ndi giira cac cong doan trong quy trinh cung tmg dich
vu va tiét kiém thoi gian cho doanh nghiép cung tmg dich vu va khach hang st dung

dich vu dé tao ra gia tri 16n, ... dugc mo ta qua so dd hinh 1.13:

[ Trong chuyén m

( ) )
* Quy trinh mua Vé; * Quy trinh thi tuc
. i i hanh khach;
SQaLlJbetgrl]r;h dich vy * Quy trinh thfl tuc hang; « Quy trinh nhan
« Lén sén bay. » Quy trinh kiém tra hanh ly;
hanh khach, hanh ly; « Dich vu sau
* Quy trinh dich vu phong chuyén bay
\ \ cho va trén khong. y

Truwéc chuyén bay \_[ Sau chuyén bay

Hinh 1.13: Quy trinh thu tuc trong dich vu VTHK bang dudng hang khdng

- Quy trinh mua vé: hién nay cac hang hang khong ap dung pho bién KHCN vao
quy trinh béan vé thong qua phan mém truc tuyén trén website thong qua phan mém dat
giit chd truyén thong GDS. Do vdy quy trinh mua vé phy thudc rat nhiéu vao viéc thiét
ké, tich hop tién ich cic chirc nang trén phan mém dat giit chd GDS hay truc tuyén
trén website sao cho don gian, hi¢u qua va ddm bdo an toan qua cac hinh thirc thanh
toan bang thé tin dung.

- Quy trinh dich vu sau ban: 1a nhiing phat sinh cia hang hang khong va khach
hang sau khi da hoan tat cong doan xuat vé va thanh toan. Viéc thay ddi ctia hang hang
khong do su cb ki thuat chuyén bay (don chuyén, chdm hiy chuyén, thoi tiét, that lac

hanh 1y, ...) hodc 16i nghiép vu cua dai 1y, hay sy thay d6i ciia khach hang (thay doi
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lich trinh, hoan hity vé, nham lan ho tén, gidy to, ...) déu phai duoc thong bao va xir Iy
kip thoi nham dam bao thong tin va loi ich cho hanh khéach, do vdy quy trinh sau ban
phai dugc cac hang hang khong dac biét quan tam thong qua bd phan trg giap khach
hang ciing nhu cac quy dinh di v6i nhan vién dai 1y khi phuc vu khach.

- Quy trinh thii tuc hanh khach: bao gdm nhiéu quy trinh céng doan tir thu tuc
check-in (hanh khéach, hang Iy) do nhan vién ciia hing van chuyén dén thu tuc do céc
bd phan kiém tra soi chiéu ANHK, tha tuc Xuét nhap canh va Hai quan (doi véi cdc
chuyén bay quéc té), ... Pham vi nghién ctru tip trung vao quy trinh thu tuc check-in
ctia hing hang khong, d6 1a cic cong doan kiém tra gidy to, hd so bay ctia hanh khach
dwa trén thao tac cia hé thong phan mém dé sip xép chd ngdi va phan loai hanh 1y (ky
giti, sdch tay) trén chuyén bay. KHCN phat trién, mot sb san bay 16n trén thé gidi tng
dung quy trinh tht tuc check-in truc tuyén tai cac ki 6t sin bay nham giup hanh khach
chu dong lua chon chd ngdi va tiét kiém thoi gian khi 1am thu tuc. Tai Viét Nam, mot
sd hing hang khong ndi dia nhu Vietjet Air va Vietnam Airlines c6 st dung kidt
check-in truc tuyén tai sdn bay cho cac ching bay ndi dja.

- Dich vu phong cho va trén chuyén bay: 1a cac dich vu bd trg cua hing hang
khéng nhdm ning cao chat luong dich vu cho hanh khach trong hanh trinh bay.

g) Yéu t6 hiru hinh (Physical evidence):

Yéu t6 hitu hinh dugc thé hién thong qua méi trudng vat chit ciia doanh nghiép
cung ung dich vu la noi dich vu dugc tao ra, noi khach hang va nguoi cung tng dich
vu giao tiép, do6 1a nhiing phﬁn ti hiru hinh duoc st dung dé hd tro vai tro cta dich vu.

Bang chtng vat chat cia DNHK cung g dich vu 1a hét sitc quan trong, nd gitp

cho viéc tao ra vi thé cua doanh nghiép hang khong va trg gitp hiru hinh cho dich vu.

Cac hang hang khong da chi ra nhitng | v&y té 1.Hinh anh dong phuc va
. , , , hifu phong cach phuc vu.
khoan tién 16n dé€ tao ra ki€u dang kién hinh .
. g ) 2.Logo, biéu tugng va dia
tr(c tir cach trang tri noi that, trang bj | trong thé phong Vvé, dai Iy
. . van tai —
dong phuc nhan vién dén xay dung logo | hang 3.Tinh hién dai ctia phuong

khong

tién, co s& vat chat, thiét bi.

biéu tuong, ... nham gy an tuong vé

tiéng tim, thwong hiéu, uy tin vi thé cia  Hinh 1.14: Yéu t6 hiru hinh trong dich vu

minh, dugc thé hién qua so d6 hinh 1.14: VTHK bang dudong hang khdng
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- Hinh anh dong phuc va phong cach phuc vu ciia nhdn vién hang khéng: thé hién
ban sic va hon dan toc trong cac trang phuc truyén théng cua quéc gia, két hop véi
phong cach phuc vu tan tinh chu déo, k¥ ning giao tiép thanh thao vé ngén ngi,
nghiép vu s& tao nén 4n tuong va sy than thién trong long khach hang.

- Logo, biéu twong va dia thé phong vé/dai Iy: logo, biéu tuong mang tinh hitu
hinh trong van tai hang khong, thé hién gia tri vé van hoa, xa hoi va dit nude con
ngudi ctia qudc gia, con dia thé phong vé/dai 1y ngoai cac diéu kién quy chuin vé dién
tich, vi tri, khong gian va trang thiét bi theo yéu cau cua hing con doéng mot phan
khong nhé vao yéu t6 hiru hinh tir viéc thu hit khach hang thong qua thi giac dé gay an
tuong ban dau kich thich va thoa man nhu ciu tiéu dung SPDV cta khach hang.

- Tinh hién dai cia phwong tién, co sé vit chat: viéc dua vao khai thac hé thong
phuc vu hanh khach véi nhiéu tinh nang cdng nghé wu viét va tinh ning quan 1y vuot
troi, giao dién than thién véi nguoi ding va tan dung t6i da nhing tién bo cia KHCN
internet da dong vai trd quan trong trong viéc cai thién, nang cao chét lugng dich vu
hanh khach. Céc hing hang khéng, khong ngimg dau tu mo rong hé thong trang thiét
bi clng vdi phuong tién may bay hién dai nhu Boeing B787 hay Airbus A350, A380,
dé nang cao ning lyc canh tranh va chat luong dich vu trong qué trinh kinh doanh.
Day 1a mot trong nhitng giai phdp khdng ngimg nang cao chat lugng dich vu, nhim
mang dén cho hanh khach nhing dich vu ngdy cang hoan thién.

1.3.3 H¢ théng cdc chi tiéu ddinh gid hoat dpng chinh sdch marketing dich vu vin
tdi hanh khdich bang dwong hang khong
Hé¢ théng cac chi tiéu danh gia hoat dong chinh sach marketing dich vu VTHK
bang dudng hang khong trong bdi canh LMHKQT duoc tong hop chi tiét trong [Phu
luc 017, bao gom:

- Chinh sach san pham: bao gom céc chi tiéu danh gia chinh 1a hanh khach, Hkkm.
Ngoai ra con c6 cac chi tidu danh gia khac thong qua doanh thu, lgi nhuan, sd tién nop
thué, thoi gian bay, thoi gian 1&r hanh (O-D); lugng hanh khach thong qua CHKSB; s6
chuyén bay (thoi gian, didm bay) an toan; mirc tién nghi, thoai mai ctia hanh khach, ...;
Thi phéan (%) cta hang (gia nhdp thi trieong, xam nhdp thi triecong, mé rong thi truong,

hang méi dwa vao khai thdc, ...); hop dong trao doi chd (share code), TQ5.
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- Chi tiéu danh gia chinh sach gia: gia cude hanh khach, hanh ly; gia cd; gia hop ly
(phit hop) dbi v6i hanh khach vé khéng gian, thoi gian (nuede xudt phdt, mede dén,
nudc qua canh); gia tri st dung cia vé (thoi han); thoi gian di lai cua hanh khach tiét
kiém duoc quy d6i thanh tién, ...

- Chi tiéu danh gia chinh sach phan phdi bao gom: s6 luong dai Iy va kénh phan
phéi, s6 khach hang dang ky mua vé va s6 vé ban ra truc tiép; sb trang web cta hang
hang khong:; s6 luong khach hang 16n va khach mua thudng xuyén/tong khach (%).

- Chi tiéu danh gia chinh sach xuc tién: s tién chi cho xuc tién (% doanh thu); sb
lwong (Idn) xuc tién; s6 phuong tién thong tin dai chung st dung vao viée xic
tién/téng sb (%); sb6 luong trang thiét bi st dung vao viée xuc tién (théng tin, qudng
cdo, web, trién ldm, hdi ch, trang bi quan do mil ¢é logo biéu twong, ...); sb luong
hoi nghi khach hang, lan quan h¢, tiép xuc voi khéach hang.

- Chi tiéu danh gia yéu t6 con ngudi: sb luong, co ciu (nam nit, dé tuéi) tiép vién
hang khong duoc dao tao co ban; sb luong, co ciu phi cong, sd gio bay, chuyén bay an
toan; s6 chuyén bay di dén dung gio, an toan; thoi gian i hanh; sb nudc, CHKSB
hing di/dén; s6 luong hanh 1y bi that lac/tong sb.

- Chi tiéu danh gia quy trinh thu tuc: thong qua vi¢c danh gia quy trinh ban vé dua
trén sd lwong vé d3 mua/sd chd da dat; s chuyén bay an toan/10° dén; thoi gian chd
doi, kiém tra ciia mdi cong doan trong quy trinh (XNC, Hdi quan, ANHK, cho ldy hanh
ly, ...); s6 lugng hanh khach trung binh xép hang trong 1 cng doan cua quy trinh; thoi
gian cho doi trung binh tai 1 CHKSB; thoi gian tiép can CHKSB (di tir nha, noi lam
viéc dén CHKSB hodc nguwoc lai) bang phuong tién cong cong, ca nhan; khoang cach
dén CHKSB (tinh bdng gio).

- Chi tiéu danh gia yéu t6 hitu hinh: sb luong phong Vé, vi tri dia thé phong vé, noi
dat phong vé giao dich (c6 khong gian théng thoang) hop Iy/tong sé (%); s6 lugng
bang tin, chi din cho hanh khach trong pham vi CHKSB (qudy thii tuc, qudy vé sin
bay, phong cho, khu vuc ban hang, khu vuec giai tri, ...).

- Ngoai ra con c6 céc chi tiéu danh gia khac: bao céo, cong bd, béo céo tai chinh
hang nam cua hang hang khong; thi truong ching khoan; cic chinh sach uu dai,

khuyén mai dinh ky hodc dot xuat, s6 lugt hanh khach thong qua CHKSB, ...
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1.4 Kinh nghiém vé chinh sach marketing ciia mot s6 hang hang khong trén thé
gi6¢i va bai hoc kinh nghiém cho hang khong Viét Nam

1.4.1 Chinh sdch marketing ciia mét sé6 hang hang khong trén thé gii

1.4.1.1 Cac hang hang khéng thanh vién lién minh SkyTeam:

Hang hang khéong China Southern Airlines (Trung Quéc - CZ): san pham khai
thac 193 dudng bay xuit phat tir Quang Chau/Béc Kinh/Con Minh/Trang Khanh dén
35 qudc gia v6i d6i bay 514 chiéc, trong d6 c6 dong may bay hién dai A330, A380,
B787 ¢ stc chira 10n tir 320 - 560 ghé, lich bay twrong d6i ding gid. Sky Pearl Club la
chuong trinh khach hang thuong xuyén cua CZ, da thu hut dugc 15 triéu hoi vién.
Viéc CZ khai thac 3 hang ghé phuc vu chinh trén dong A380, 1 hang ghé Bach kim
“Platinum” ¢6 nhiéu chtrc ning cét va chtra d6 dung ca nhan tai chd an toan va ghé co
thé st dung kéo dai nhu mét chiéc givdng phiang véi nhidu tinh ning hién dai, sang
trong tao cam giac thoai mai trong sudt hanh trinh bay, dong thoi cac thiét bi giai tri,
hé thdng dén chiéu sang tién tién - [40]. Hang ghé phd thong dic biét “First class” va
phé thong linh hoat “Economy class” twong tmg voi nhidu mirc gia dé khach hang lya
chon. CZ sir dung kénh phan phdi va quy trinh ban vé, thu tuc check-in déu theo hinh
thirc truyén thdng va truc tuyén. Hoat dong xtc tién duoc tip trung vao cac chuong
trinh quang cdo trén cac kénh truyén hinh trong nuéc va qudc té, phdi hop véi cac don
vi du lich nhim quang ba thuong hiéu va SPDV. CZ két ndi dich vu phuong tién bang
hé théng tau dién ngim giira cac san bay trong ndi ving va két ndi cac dich vu ngan
hang, vién thong hd trg khach hang trong qua trinh sir dung SPDV.

Hang hang khong Aeroflot (Nga - SU): san pham khai thac 130 duong bay xuat
phat tir Shermentyevo (Matxcova) dén 52 qudc gia véi doi bay 137 chiéc, dong may
bay hién dai A330, A350 va B767, d6i bay SU la mét trong nhitng doi bay tré, hién dai
va ¢6 tbc do phat trién nhanh nhat chau Au. Aeroflot Bonus 1a chuwong trinh khach
hang thuong xuyén ctua SU thu huat 3,5 triéu hoi vién - [40]. SU khai thac cha yéu 2
hang ghé trén cac chuyén bay duong dai d6 1a hang ghé thuong gia va hang ghé pho
thong v&i tai cung Gmg tir 130 - 380 ghé twong mg véi cac loai gia vé hang thuong gia
va hang pho thong. SU 1a hiang hang khong c6 d6 an toan va do tin cdy khai thac cao,

c6 uy tin hang dau trong nganh vé dich vu VTHK. SU sir dung hinh thiic ban vé truc
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tuyén va thong qua cic dai Iy & trong va ngoai nude, SU dang st dung hinh thirc
check-in tai quay thu tuc san bay va check-in truc tuyén. SU st dung hinh thire truyén
thong chinh qua truyén hinh va qua cac chuong trinh t6 chire sy kién 16n ciia quoc gia.
Phuong tién chu yéu két ndi giita cac san bay ndi ving 1a hé thong tau dién ngam,
dugc SU cung Gmg tron goi vao gia vé néu hanh khach c6 nhu cau sir dung SPDV.
Hang hang khéng Korean Air (Han Quéc - KE): san pham khai thac 125 duong
bay xuét phat tir Inchon (Seoul) dén 45 quéc gia v&i d6i bay 147 chiée, dong may bay
hién dai A380 véi cac san pham vuot troi. KE hién 13 hing hang khong chau A 16n
nhit tai thi truong chdu My, di mé rong hoat dong ca vé chat luong va quy mo,
Skypass la chuong trinh khach hang thuong xuyén cua KE - [40]. KE dua ra thi truong
nhiéu hang gia vé tir loai gia Thuong gia dic biét cho dén cac gia vé hang phd thong
va gia vé ré nham dép tmg cho nhiéu ddi tugng khach hang. Ngoai hinh thirc truyén
thng, KE st dung cac kénh phan phdi va quy trinh check-in truc tuyén trén website
va thiét bi vién théng mobile. Qua trinh xuc tién thuong mai théng qua cac phuong
tién truyén thong dic biét 1a cac chuong trinh truyén hinh trén cac kénh quéc té uy tin,
va thong qua cac chuong trinh t6 chitc sy kién vé vin hoa, Am nhac dé gi6i thiéu hinh
anh va quang ba san pham, thuong hiéu dén voi khach hang. Viéc hanh khach di lai
giita 2 san bay Seoul va Pusan dugc KE cung tng dich vu két ndi bang phuong tién
tau dién ngdm néu khach c6 nhu cu phai tra thém gid vé tau dién vao gia vé may bay.
Hang hang khong Air France (Phap - AF): san pham khai thac 194 dudng bay
xuat phat tir Charles de Gaulle (Paris) dén 89 quic gia v4i doi bay 248 chiéc, dong
may bay hién dai B777, B787, A330, A380 véi cac san phém vuot troi. AF va KLM
cung véi cac doi tac 1a Delta va Alitalia hién 13 cac hing khai thac Lién doanh xuyén
Pai Tay Duong 16n nhat véi hon 250 chuyén/ngay, Flying Blue 1a chuong trinh khach
hang thudng xuyén ciia AF - [40]. C4c chinh sach SPDV ndi troi cia AF vé giai tri
thong qua trd choi, ca nhac, video clip gigi thiéu vé van hoa thé gidi, cac dich vu an
udng da dang véi nhiéu khau vi dap tmg cho nhiéu thyc khach trén chuyén bay. Chinh
sach gia cua AF nham vao cac dbi tuong khach hang truyén théng c6 mic thu nhap
cao nham ti da loi nhuan. Hé thong kénh ban phong phi, rong khap trén toan thé gisi

nham dap ung nhu cau thi truong thong qua kénh ban truyén thong va kénh ban truc
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tuyén. AF str dung hinh thirc truyén théng qua cac su kién 16n va qua cac kénh truyén
hinh n6i tiéng thé gidi nham khuéch truong va quang ba uy tin ciing nhu thuong hiéu
dén véi khach hang. Phap la noi dao tao nguén nhan luc chét lugng cao trong linh vuc
hang khdng, AF di chi trong dao tao cac doi ngii phi cong, tiép vién va nhan vién mat
dat nham nang cao chuyén mon nghiép vu trong qué trinh phuc vu hanh khach.

1.4.1.2 Céc hang hang khong khac trén thé gidi:

Hang hang khdng Singapore Airlines (Singapore - SQ): san pham khai thac trén
cac duong bay xudt phat tir Changi Singapore dén 66 sin bay trong va ngoai nudc véi
d6i bay 100 chiéc, dong may bay hién dai B777, B787, A350, A380 véi cic san phim
vuot troi. Dich vu trén khong hudng dén viéc dap tng nhu ciu mang tinh cé& nhan cao,
hanh khach dwoc thoai mai gidi tri véi Krisworld, c4c b phim bom tin méi nhat, 4m
nhac, chuong trinh truyén hinh mé&i nhit va mét loat céc tinh nang tha vi cho giai tri
trong sudt hanh trinh bay dé khach c6 thé giam b6t mét moéi, cing thang. SQ dua vao
thi truong nhidu muc gia ap dung cho cac dbi twong khach cé thu nhip cao dé thich
g v6i nhitng dich vu chét lvong, mirc gia cua SQ thudng cao hon so véi VNA, xong
bang cac SPDV ndi trdi cing v6i phong cach phuc vu SQ di thu hit duoc nhidu khach
hang truyén thdng. SQ sir dung 100% loai vé dién tir && giam bét chi phi va ting thuan
tién cho khach hang, da dang trong viéc chp nhan hé thong thé thanh toan voi nhidu
loai thé khac nhau véi tinh bao mat cao, lién két voi nhidu ngan hang va cong ty phat
hanh thé. SQ xuc tién thuong mai thong qua hoat dong PR va qua cac kénh truyén
hinh 16n trén thé gidi nham thu hut khach hang. SQ luén cha trong dao tao chuyén
mon nghiép vu cho nhan vién dé nhat quan trong phong cach phuc vu va giao tiép
nhim nang cao chat lugng dich vu. Quy trinh thi tuc hanh khach duoc SQ str dung két
hop giita ki 6t check-in tai san bay va check-in truc tuyén nham tiét kiém thoi gian, tao
tinh than thodi mai cho hanh khéch.

Hang hang khong Japan Airlines (Nhdt Bdn - JLIJAL): san pham khai thac 130
duong bay xuat phat tir Tokyo dén 20 qubc gia voi doi bay 232 chiéc, dong may bay
hién dai B777, B787, A330, JAL cung cip dich vu gom 04 hang ghé trén cic ching
bay qudc té duong dai (hang First, thiong gia, phé théng cao cdp va phé thong).

Diém ndi bat 1a viéc bd tri hang ghé ng@)i rong thoai mai cho khach, su dau tu trang bi
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man hinh LCD lap riéng biét trén may bay tai vi tri ngdi ctia khach véi nhiéu chuong
trinh giai tri trong sudt thoi gian chuyén bay. Ghé ngdi str dung cong nghé Recaro do
nha san xuat chau Au duoc danh gia cao trong linh vic ghé xe dua dam bao dang cip
thé gidi thoai mai va an toan. Dich vu dn udng trén chuyén bay JAL gdm nudc téo,
coca cola, café, nudc khoang tra xanh, sup, cac loai dd an trén may bay cé thé bi thay
d6i vi con phu thudc vao khi hau thoi tiét trén mdi chuyén bay va con rat nhiéu cac
moén an khac vo cung hip dan duoc phuc vu trén chuyén bay. JAL xay dung nhiéu
mirc gia linh hoat hon, dic biét 1a 02 loai gia vé hang phd théng c6 gia tri ngin ngay la
loai gia 14 ngay, loai gia 7 ngay v6i mic gia thap hon 20% dén 30% so véi mit bang
chung cua gia vé hang phd thong. JAL da str dung 100% vé dién tr dé giam b6t chi phi
va tang thuan ti¢én cho khach hang, da dang trong viéc chép nhan hé théng thé thanh
toan véi nhiéu loai thé khac nhau, hé théng bao mat cao, lién két voi nhiéu ngan hang
va cong ty thé. JAL sir dung song song kénh ban dai Iy va kénh ban truc tuyén dé tao
thuan lgi cho khach hang. Théng qua cac hinh thirc quang c4o trén truyén hinh trong
va ngoai nudc, cac hoat dong PR dé quang ban san phdm va thuong hiéu cua hing dén
v6i khach hang trén toan thé gi¢i. JAL ludn chi trong cong tac ddo tao ngudn nhén lyc
nhim ning cao chuyén moén nghiép vu va ning cao chat luong dich vu. JAL sir dung
quy trinh check-in truyén thong va truc tuyén. Dich vu két ndi giita cac san bay trong
ndi ving bang hé thdng dudng tau dién ngdm va cac loai xe tir 16 dén 48 chd giup
khach hang thuan tién trong qua trinh di chuyén.

Hang hang khong American Airlines (My - AA): san pham khai thac 194 duong
bay xuét phat tir Los Angeles va New York City dén 157 san bay v&i doi bay 672
chiéc, dong may bay hi¢n dai B777, B787, A330, A380 véi cac tinh nang vuot troi.
Chinh séch gié linh hoat tir hang Thuong gia cho dén hang phd thong va gia ré. Mang
ban trai rong dén 63 thanh phd trén 32 tiéu bang cing nhiéu VPPD nudc ngoai véi hé
théng dai 1y rong khip cac chiu luc. Théng qua cac kénh truyén hinh vé céac su kién
16n dé AA quang cido SPDV va thuong hiéu ctia hing dén v6i khach hang trén toan thé
gigi. Quy trinh ban vé va check-in thu tuc hanh khach dugc AA sir dung song song
gitta hinh thirc truyén thong va tryc tuyén gitip da dang va phong phii qua trinh lam thii

tuc bay cho khach nham tiét kiém thoi gian va nang cao chét luong dich vu.
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1.4.2 Bai hoc kinh nghigm vé chinh sach marketing cho hang khéng Viét Nam
trong boi cinh lién minh hang khéng quoc té

Bai hoc vé chinh sach san pham: viée tap trung nghién ctru thi trudng va nhu cau
khach hang nham gitip hang hang khong thiét ké nhimng san pham cbt 16i (mang duwong
bay) phong pht, da dang. Pua ra cac san phiam vé lich bay mét cach khoa hoc nham
thoa man nhu cau khach hang vé thoi gian khai hanh, ndi chuyén, ... Nang cao chat
lugng SPDV dudi mat dat, trén khong va cac dich vu bo tro khi phuc vu khach hang.

Bai hoc vé chinh séch gi&: nghién ctru nhu cau khach hang va thi truong dé xay
dung chich sach gia linh hoat, da dang va cac loai gia vé c6 hiéu luc ngén ngay nham
dam bao tinh canh tranh vé gia. Trién khai hiéu qua chinh sach giam gia chiét khau dé
thu hat ngudn khach hang gia ting thi phan. Phan doan thi trudng va khach hang dé
dua ra mirc gia hop Iy nham théa mén khach hang va tdi da hoa loi nhuan, hudéng dén
su phat trién bén viing cua hing hang khong.

Bai hoc vé chinh sdch phdn phéi: nghién ctru nang cao chét luong dich vu kénh
ban truyén thdng. Tap trung phét trién kénh méi truc tuyén - thuong mai dién tr nham
tao su thuén tién cho hanh khach khi mua vé, sém dua hé théng kénh méi tryc tuyén
vao khai thac trén thj trudng nude ngoai. Pam bao quyén loi cho dai 1y nham khuyén
khich hoat dong ban SPDV trudc cac ddi thi canh tranh gay git trén thi truong.

Bai hoc vé chinh sdch xiic tién: can nghién ctru viéc ddy manh hoat dong quang
cao hiéu qua hon nira théng qua cac phuong tién truyén thong nhiam kich thich nhu ciu
va kha nang tiéu dung SPDV cuia khach hang. Pay manh hoat dong quan hé va du luan
cong ching thong qua cac chuong trinh hoat dong tai tro, hoat dong tir thién, to chuc
cac sy kién quan trong, ... Nghién ctru thi truong dé dua ra cac chuong trinh khuyén
mai thu hut khach hang dung thoi diém nham dat duoc hiéu qua cao nhat.

Bai hoc vé yéu té con nguwoi: nang cao chat luong dich vu cia timg bd phan ban
vé, tro giup khach hang, check-in thu tuc, to bay vé chuyén mén nghiép vu, ki ning
giao tiép, ngdn ngit va phong cach, thai do phuc vu, ... ddy 13 nhimg con ngudi tuyén
dau tiép xtic truc tiép voi khac hang. Bén canh d6 phai thudng xuyén tip huan, dao tao
nham cap nhat kip thoi cac ing dung KHCN va thiét bi may méc trong qua trinh van

hanh va khai thac.
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Bai hoc vé quy trinh thii tuc: Nang cao chat lugng trong quy trinh ban vé truyén
thong thong qua nang cap phan mém dit gitr chd GDS, dao tao nang cao chuyén moén
nghiép vu. Pau tu, khai thac viéc ung dung KHCN vao hinh thtic ban vé va check-in
tryc tuyén, ... nham dap tmg xu thé toan cau héa TMDT hién nay ma nganh hang
khong 12 mot trong nhiing nganh di ddu va chiu anh hudng sau sic ciia yéu t6 KHCN
tir phuong tién khai thac cho dén cc quy trinh cong doan phuc vu khach hang.

Bai hoc vé yéu t6 hiru hinh: tap trung vao sy dong bo giita hinh anh, logo biéu
tuong ctia hing hang khong tir viéc thiét ké, trang tri khong gian phong vé, bién hiéu,
phong cho, phuong tién khai thic, bién bang chi dan cho dén dong phuc cua nhan
vién, ... nham tao sy dong bd, thé hién tinh chuyén nghiép va gy duoc 4n tuong tot
dbi v6i khach hang. Hang hang khong can thdng nhat viéc dau tu déng bd co sd vat
chat tir quiy ban, ghé ngdi, thiét bi may moc, thiét bi giai tri trong phong cho va trén
méy bay phai hién dai, ddm bao tinh 6n dinh trong qua trinh dua vao khai thac, ... dé

tao 1én magt hinh anh riéng biét 161 cudn va thu hat khach hang st dung SPDV.

KET LUAN CHUONG 1

- Nghién ctru 1am 13 vai trd, dic diém, dic thu cia VTHK va thi truong VTHK
bang dudng hang khong trong bdi canh LMHKQT.

- Nghién ctru tong quan vé LMHKQT thong qua cac ndi dung vé diéu kién, muc
tiéu, co hoi thach thurc cua cac hang hang khong khi gia nhap LMHKQT.

- H¢ théng hoa co s¢ ly luan vé marketing va marketing dich vu, dua ra cac luan
ctr khoa hoc vé 7 bién s6 theo mé hinh 7P trong chinh sach marketing dich vu, 4p dung
cho cac doanh nghiép kinh doanh VTHK bang duong hang khong trong béi canh
LMHKQT nham nang cao chéit lwong dich vu, nang cao nang luc canh tranh, tdi da
hoéa lgi nhuan va hudng téi su phat trién bén vimng.

- Nghién ctru kinh nghiém trién khai cac chinh sach marketing ciia mot s6 hang
hang khong trén thé gidi tir cac hing hang khong trong va ngoai thanh vién lién minh
SkyTeam, trén co s& d6 co thé ap dung cho cac doanh nghiép kinh doanh VTHK trén

thi truong hang khong Viét Nam.
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CHUONG 2
PHAN TiCH THU'C TRANG CHINH SACH
MARKETING DICH VU VAN TAI HANH KHACH CUA
VIETNAM AIRLINES TRONG BOI CANH LIEN MINH SKYTEAM

2.1 Khai quét vé Vietnam Airlines trong boi canh lién minh SkyTeam
2.1.1 Lich sir hinh thanh va phdt trién ciia Vietnam Airlines

- Nam 1956, nganh hang khong Viét Nam dugc hinh thanh trén co s¢ Trung doan
khong quan vén tai 919 trong giai doan dau cua cudc du tranh chdng Hoa Ky thng
nhit dat nudc. Ngay 05/4/1956, hang khong Viét Nam di ky két hiép dinh van chuyén
hang khéng v6i Trung Qubc mé ra con dudng giao théng méi véi thé gidi bén ngoai
dit nén mong trong linh vuc khai thac van tai hang khong ctia Viét Nam - [22].

- Nim 1975, hang khong Viét Nam c6 nhiéu dong gop trong cong cudc khoi phuc
kinh té, cai tao va xay dung chu nghia xi hoi, dic biét 1a trong chién dau chéng chién
tranh ph4 hoai Mién Bic va d4u tranh giai phong Mién Nam thong nhét dat nudc véi
cac chuyén bay phuc vu quéc phong, van tai quan su 1a chu yéu.

- Ngay 11/2/1976 Téng cuc hang khong dan dung Viét Nam dugc thanh lap trén
co s& Cuc HKDD truc thuoc Bo Quéc phong, thuc hién 03 chirc ndng: quan ly nha
nuée; qudc phong va kinh doanh vén tai. Do thuc hién trong bdi canh co ché bao cip,
thi trudng han hep v6i mot sb it dudng bay néi dia, qudc té sang Lao, Trung Qudc,
Campuchia, Thai Lan nén hoat dong kinh doanh chua dat hiéu qua cao - [19]

- Ngay 12/4/1980, hang khong Viét Nam gia nhap Cong udc HKDD qudc té
(ICAO) tiép tuc phat trién trong bdi canh dat nudc 1am vao khung hoang kinh té sau
sic, kéo dai, voi chinh sach cam van ctia Hoa Ky gdy ra nhimng tré ngai 16n va nhiing
tac dong ti€u cuc to1 su phat trién cua nganh HKDD Viét Nam.

- Ngay 28/8/1989, Chinh Phu thanh 1ap Tong cong ty hang khong Viét Nam (lan
thir nhat), day 1a mot don vi kinh té quc doanh duoc t6 chirc theo diéu 1¢ Lién hiép xi
nghiép truc thudc Téng cuc HKDD Viét Nam, thuc hi¢n chiic nang kinh doanh van tai
hang khong, co tén tiéng Anh 13 Vietnam Airlines (VNA).

- Niam 1993, Tong cong ty hang khong Viét Nam duoc thanh 1ap lai (Ian thir hai)
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theo md hinh Tong cong ty 91 v6i su sat nhap ctia 20 don vi thanh vién, 1ay hang hang
khong quéc gia 1am nong cot. Tir ddy, mot giai doan méi vé hoat dong SXKD hang
khong Viét Nam theo dinh hudng Tap doan kinh té hang khong duoc bit dau trong
giai doan dau cua thoi ky hoi nhap véi nganh HKDD thé gidi - [31].

- Nim 2006, VNA gia nhap Hiép hoi HKDD thé gi¢i IATA, danh dau sy hoi nhap
qudc té trong kinh doanh vén tai hang khdng. Su kién, thang 6/2010 VNA gia nhap t6
chitc LMHKQT 16n thtr 2 thé gi6i va tré thanh hing hang khong dau tién trong khu
vuc Dong Nam A gia nhap lién minh hang khéng SkyTeam.

- Niam 2011, VNA chuyén d6i mé hinh tap doan doanh nghiép la Cong ty TNHH
Nha nuéc Mot thanh vién dé phu hop véi xu thé phat trién chung cua qua trinh toan
cau hoa nganh HKDD thé gi6i - [9].

- Pén nay, VNA di hoan tat giai doan C6 phan hoa theo chu truong ctia Chinh
phu, cing véi viée hoi nhap qudc té sau rong va lién minh SkyTeam d3 tao ra nhimg
co hoéi va thach thirc moi cho VNA trong hién tai va tuong lai.

2.1.2 Diéu ki¢n, co héi va thdach thirc khi gia nhdp lién minh SkyTeam ciia VNA
2.1.2.1 Piéu kién gia nhap lién minh hang khong Skyteam cta Vietnam Airlines:

Dé tré thanh thanh vién lién minh hang khéng SkyTeam, VNA phai dép tng
nhiéu diéu kién theo quy chuan cua t6 chirc hang khong dan dung qudc t& ICAO va
hiép hoi hang khéng dan dung IATA, duédi day 1a mot s6 didu kién co ban - [34]:

- An toan 1a yéu cdu hang dau khi VNA gia nhép lién minh SkyTeam va duoc
danh gid do an toan thong qua ching chi IOSA;

- Tiéu chuan hda phong chd tai 2 CHKSB quéc té (Ni Bai va Tdan Son Nhdt) noi
VNA 1a hang hang khong chu nha khi gia nhap thanh vién lién minh SkyTeam;

- Tiéu chuan dong bo cua hé thong phan mém dat gitr chd va thi tuc hanh khach
dé nhan biét hang thé khach hang thudng xuyén, bao gém viéc nhan biét 02 dong thé
SkyTeam Elite va SkyTeam Elite Plus.

- Pobng phi thanh vién thuong nién duy tri hang nim cho to chuc lién minh
SkyTeam vai gia tri 1a 100.000 $/nam.

- Pam bao cac diéu kién quy chuan vé co so ha téng, trang thiét bi, doi phuong

tién khai thac, chat luong dich vy, trinh ¢ chuyén mon cua CBCNYV, ... khi gia nhap
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lién minh SkyTeam.
2.1.2.2 Co hoi cua Vietnam Airlines khi gia nhap lién minh SkyTeam:

- Mang dén cho khach hang nhitng dudng bay ma VNA chua khai thac, thong qua
hop tac mang dudng bay rong khip vai cac hang thanh vién trong lién minh SkyTeam,
dién hinh nhu cac mang dudng bay sang chau Au, chau My.

- Khéch hang dugc sir dung chung co s¢ ha tang tai san bay dén trén céc héing
trong thanh vién lién minh SkyTeam, dién hinh 1a viéc st dung chung co s ha tang
khu vuc lam thu tuc va phong cho tai cac CHKSB: Anh (Heathrow, London - LON);
Nga (Moscow - SVO); Tay Ban Nha (Mallorca - PMI, Madrid - MAD); Phap (Paris -
CDG, Orly - ORY, Lyon - LYS): Y (Rome - FCO); Trung Quéc (Qudng Chau -CAN,
Bac Kinh -PEK); My (Atlanta - ATL, New York - JFK); Nhat Ban (Tokyo - NRT); Han
Quéc (Seoul - ICN); Viét Nam (Ngi Bai - HAN, Tan Son Nhdt - SGN), ... - [40].

- Khach hang ghé hang nhat hoic hang thuong gia trén cac chuyén bay qudc té
cling nhu cac hoi vién hang thé SkyTeam Elite Plus s& dugc st dung phong chd mién
phi cta cac hing thanh vién SkyTeam trén toan thé gi6i, ngoai ra hdi vién co thé duoc
moi thém mot khach cung vao phong chd vai minh. Khach hang dugc bao dam dat
chd hang pho thong trén cac chuyén bay dudng dai cia VNA hoic cac hing thanh vién
lién minh SkyTeam, ngay ca khi chuyén bay di day chd.

- Hanh Iy ky giri cia hdi vién hang thé SkyTeam - Elite Plus trén cac chuyén bay
ciia VNA 1udn duoc gin thé hanh 1y vu tién va duoc nhan hanh 1y trudce tién va huong
thém tiéu chuan hanh Iy mién cudc nhu: thé Elite duoc mién cude + 10 kg con thé
Elite Plus dugc mién cude + 20 kg, hay ca 2 loai thé cung dugc mién cude + 1 kién.

- Hanh khach dugc lam tha tuc nhanh hon tai cac quéy lam tha tuc uwu tién khi
trinh thé hoi vién SkyTeam Elite hoac Elite Plus. Hoac cé thé Iwa chon chd ngéi trén
chuyén bay tai thoi diém dat giit chd, duge vu tién va c6 thé lya chon thdi diém phu
hop dé 1én may bay. Trudng hop, hang vé mong mudn khong con tai thoi diém dat
chd, thanh vién hang thé Elite va Elite Plus ctia SkyTeam s& dugc uu tién trong danh
sach cho dat chd va duge wu tién trong danh sach chd ciia chuyén bay da lya chon.

- Chuong trinh khach hang thuong xuyén Golden Lotus Plus (GLP) 1a chuong

trinh dau tién va tot nhat danh cho hoi vién thuong xuyén ciia VNA duoc ding ky
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chuan héa trong hé thong lién minh SkyTeam véi 5 hang thé (Bach Kim, Vang, Titan,
Bac va Thé ding ky), hanh khach 13 hoi vién véi nhiéu phan thuong theo hang thé cua
VNA nhu vé thudng, thuong nang hang vé trén cac chuyén bay thanh vién, thudng
phong khach san va thuong thém can ning hanh 1y, ciing nhu nhiéu loi ich trén cac
chuyén bay quéc té cua cac hing thanh vién SkyTeam mang lai.

2.1.2.3 Thach thuc cua Vietnam Airlines khi gia nhéap lién minh SkyTeam:

- VNA di chap nhén sy canh tranh gay gat trudc cac hdng thanh vién, vi vay VNA
phai c6 su chuin bi ky va chuan hoa vé con nguoi, co s¢ vat chit, phuong ti¢n va trang
thiét bj k¥ thuat, ... nham thich nghi véi méi trudong kinh doanh dam bao chat luong
dich vy, dap (mg mang dudng bay khai thac hay lién két rong khip trén thé gisi.

- Tham gia lién minh SkyTeam da tao cho VNA nhiing thach thirc vé t6 chirc quan
1y va diéu hanh theo cac quy dinh chuin héa cua lién minh, VNA can chi trong cong
tac ddo tao nang cao trinh do, chuyén mon nghiép vu cho nhan vién nham dap tng yéu
cdu cua qua trinh hoi nhap va lién minh SkyTeam.

- VNA xéc dinh 16 quan diém “san s¢” ngudn khach hang truyén théng cho nhimg
ddi tha canh tranh trong cung hé théng thanh vién, dic biét s& bat 1gi cho VNA néu
hoat dong kinh doanh khéng dam bao chét lwgng, chura chuyén mon hoéa hay pham vi
hoat dong véi quy mo nhé khong dam bao yéu té canh tranh trén thi truong.

2.2 Phan tich thuc trang chinh sach marketing dich vu van tai hanh khach caa

Vietnam Airlines trong bdi canh lién minh SkyTeam
2.2.1 Phan tich hoat dong kinh doanh dich vu vdn tai hanh khdach cua Vietnam

Airlines trong boi canh lién minh SkyTeam
2.2.1.1 Hoat dong kinh doanh dich vu VTHK trén thi truong noi dia:
a) Mang ludi dwong bay ngi dia ctiia Vietnam Airlines:

Mang dudng bay ndi dia cuia VNA dugc mo ta trong [Phu luc 02], hién VNA
dang khai thac 40 dudng bay dén 21 CHKSB dia phuong, cic chuyén bay khai thac
theo mo hinh “truc nan” véi 3 san bay trung chuyén chinh 1a Ha N6i, Pa Nang va HO
Chi Minh, trong d6 tap trung chinh vao 2 trung tdm chinh 1a Ha Noi va H6 Chi Minh
dé két n6i dén cac san bay dia phuong. Mot s6 duong bay dia phuong ma VNA dang

khai thac chua mang lai hiéu qua kinh té, xong mang tinh thu gom khach va phuc vu



-62 -

v6i tinh chat xa hi duge su hd tro ciia Nha nudc, vé 1au dai va dic biét sau khi VNA
C6 phan hoéa thi chién lugc khai thac trén cic duong bay kém hiéu qua niy s& dugc
tinh toan lai cho phu hgp véi tinh hinh thuc té cua thi truong va chinh sach cua Chinh
phu, cling nhu nang luc cia VNA.
b) Két qua kinh doanh ciia Vietnam Airlines trén thi truong ndi dia:
KQKD dich vu VTHK cua VNA trén thi truong ndi dia giai doan tor ndm 2010 -
2014 duoc danh gia thong qua cac chi tiéu s6 liéu cho tai [Phu luc 05]:

- Thi phin vdn chuyén hanh khach chéng néi dia ciia VNA: Nam 2010 dat hon
7.9 tri€u luot khach trén téng thi truong gﬁn 10,2 triéu luwot khach, chiém 74% thi phén
so nam 2009 tang 5,9%. Nam 2011 dat hon 8,7 tri¢u lugt khach trén téng thi truong
11,7 tridu lugt khach chiém 74,20% so véi nam 2010 ting 0,2%. Nam 2012 dat gan
8,2 triéu luot khach trén tong thi truong gan 11,8 triéu luot khach chiém 69,70% thi
phan so voi nam 2011 giam 4,5%, nguyén nhan do nam 2012 VietJet Air lién tyc ting
tai va duy tri muc gia thip di tao ra canh tranh khéc liét trén cac dudng bay “vang”.
Nam 2013 dat hon 8,9 triéu luot khach trén téng thi truong 14,3 triéu luot khach
chiém 62,42% so véi nam 2012 giam gan 7,3%. K& hoach van chuyén khach nim
2014 khoang 9,3 triéu luot khach trén téng thi truong du tinh 1a 16,8 triéu lugt khach

chiém 55% so v6i nam 2013 giam gan 7,4%. Puoc thé hién qua biéu d6 hinh 2.1:
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Hinh 2.1: Biéu dd thi phan khach noi Hinh 2.2: Biéu dd hé sb sir dung ghé noi
dia cia VNA nam 2010 - 2014 dia VNA nam 2010 - 2014

- H¢ sé sir dung ghé ching ngi dia ciia VNA: giai doan 2010 - 2014 VNA ludn
duy tri & mtrc 6n dinh xoay quanh ty 18 80%, day 1a mot chi s6 twong ddi cao trong
hoat dong kinh doanh dich vu VTHK, diéu nay noéi 1én dugc nhiing chinh sach kinh
doanh cta VNA dang di dung hudng, dugc thé hién qua biéu do hinh 2.2.
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- Doanh thu va lpi nhudn chéng néi dia ciia VNA, giai doan 2010 - 2014 déu dat
hi¢u qua con $6 duong, ndm sau cao hon ndm trude, cu thé: Nam 2010 doanh thu
khach dat gan 12 nghin ty dong va loi nhuin dat 14,3 ty dong so voi nim 2009 ting
tuong tng 1a 16,8% va 20,79%. Nam 2011 doanh thu khach dat 12,8 nghin ty dong va
loi nhuan dat 17,2 ty dong so v&i ndm 2010 ting twong tng 1a 7,10% va 20,07%. Nim
2012 doanh thu khach dat 14,7 nghin ty dong va loi nhuan dat 21,7 ty dong so v6i nim
2011 tang twong tng la 14,79% va 25,75%. Nam 2013 doanh thu khach dat 19,7 nghin
ty dong va loi nhudn dat 32,6 ty dong so voi nim 2012 ting tuong tmg 13 34,43% va
50,64%. K& hoach nim 2014 doanh thu khach dat 21,4 nghin ty déng va lo1 nhuan du
kién dat 71,6 ty dong so voi naim 2013 ting tuong tmg 13 8,26% va 119,60%. So sénh

doanh thu va lgi nhuan dugc mo ta qua biéu dd hinh 2.3:
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Hinh 2.3: Biéu d6 doanh thu va loi nhudn cia VNA tuyén noi dia

c) D6i thi canh tranh ciia Vietnam Airlines trén thi trudong noi dia:

Céac hé@ng hang khéng tai Viét Nam dang tap trung khai mang duong bay truc
xuat phat tir 3 san bay Ha Noi, Pa Nang va H6 Chi Minh. Pdi thu canh tranh tryc tiép
voi VNA hién nay la Jetstar Pacific va Vietjet Air (Air Mekong durng bay nam 2013):

- Hang hang khéng Cé phdn Jetstar Pacific: ra doi niam 1990, dén nam 2007
hang chuyén doi theo mo hinh hang khong gia ré dau tién tai Viét Nam, véi 10 may
bay dong A320-180 ghé, khai thiac dong hang ghé. Tan suat khai thac ching Ha Noi -
Sai Gon khoang 7 - 8 chuyén/ngdy, ching Ha Noi - Pa Ning khoang 1 - 2
chuyén/ngay. Do it phuong tién nén khi xay ra sy c6 k¥ thuat Jetstar Pacific khong co
may bay thay thé din dén viéc cham chuyén, don chuyén, hiiy chuyén thudng xuyén

dién ra dic biét vao dip cao diém lam anh hudng dén chét luong dich vu cling nhu uy
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tin cia hang. Sau hon 3 ndm hoat dong kém hi¢u qua va thua 16 kéo dai buoc Jetstar
Pacific tai co ciu doanh nghiép dén dau nim 2012 VNA da s¢ hitu 66,93% gia tri Co
phan dé truc tiép quan 1y va diéu hanh Jetstar Pacific kinh doanh hiéu quéa hon.

- Hang hang khdng Cé phdn Air Mekong: khai thac 09/10/2010 v&i doi phuong
tién 2 may bay Bombader 90 ghé, khai thac dong hang ghé theo mé hinh hang khong
gid ré. Tan suit khai thac it, trung binh ching Ha Noi - Sai Gon khoang 3 - 4
chuyén/ngay, ching Ha Noi - Pa Ning 1 chuyén/ngdy. Do s6 lugng phuong tién han
ché, nén khi xay ra sy ¢6 k¥ thuat hang thuong xuyén cham/don/hiy chuyén 1am anh
hudng dén chét luong dich vu va uy tin ctia hing. Pén thang 03/2013 Air Mekong di
ngimg bay nham tai co cau va diéu chinh lai qua trinh SXKD cho phu hop hon.

- Hang hang khong Cé phan Vietjet Air: khai thac vao 25/11/2011, ban dau véi
d6i phuong gdm 03 may bay A320-180 ghé dén nay hing di dau tu 10 may bay. Tan
suét khai thac trén duong Ha Noi - Sai Gon khoang 8 - 10 chuyén/ngay, ching Ha Noi
- Pa Néng héng khai thac khoang 2 - 3 chuyén/ngay. Hang 4p dung nhiéu hang vé, voi
mirc gia thdp hon VNA va canh tranh vé6i Jetstar Pacific, d6i phwong tién méi cing
phong cach phuc vu nén KQKD niam 2012 da gia ting 6% thi phan ndi dia lam cho
VNA giam st thi phan sau nhiéu nim gia ting 6n dinh. Nam 2013 Vietjet Air dd mo
rong khai thac duong bay quéc té sang Thai Lan va dau nim 2014 hing khai thac dén
thi truong Han Qudc song song voi viée dau tu thém doi phuong tién va nang cao chat
luong dich vu nén Vietjet Air dang la ddi thu canh tranh truc tiép cua VNA.

Canh tranh trén duong bay noi dia giita VNA va cac d6i thii canh tranh tap trung
chinh vao 02 dudng bay truc Ha Noi - H6 Chi Minh va Ha No6i/H6 Chi Minh - Pa
Ning v6i s6 liéu cho tai [Phu luc 06]:

- Pwong bay Ha Ni - Ho Chi Minh: nim 2010 VNA véan chuyén 2,16 triéu luot
khach ting 30,88% so v&i nam 2009 va chiém 68% thi phan, Jetstar van chuyén gan 1
triéu lugt khach chiém 31% thi phﬁn, con lai l1a Mekong Air van chuyén 19 nghin luot
khach chiém 1% thi phan. Nam 2011 VNA van chuyén 2,18 triéu luot khach ting
1,06% so véi nam 2010 va chiém 66% thi phan, Jetstar van chuyén gan 990 nghin luot
khach chiém 30% thi phén, con lai 1a Mekong Air van chuyén 123 nghin lugt khach
chiém 4% thi phan. Nam 2012 VNA van chuyén 2,35 triéu lugt khach ting 7,42% so
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v6éi nam 2011 va chiém 60% thi phén van chuyén, Jetstar van chuyén 876 nghin lugt
khéach chiém 23% thi phan, Mekong Air van chuyén 62 nghin lugt khach chiém 2% thi
phan, con lai 13 Vietjet Air van chuyén dugc 581 nghin luot khach chiém 15% thi
phﬁn. Nam 2013 VNA van chuyén 2,52 triéu luogt khach tang 7,35% so voi ndm 2012
va chiém 57% thi phan, Jetstar van chuyén 910 nghin lugt khach chiém 21% thi phan,
con lai 1 Vietjet Air van chuyén 987 nghin luot khach chiém 22% thi phan. Ké hoach
nam 2014 VNA du kién van chuyén 2,63 tri¢u luogt khach tang 4,57% so voi nam 2013
va chiém 55% thi phan, Jetstar van chuyén 853 nghin luot khach chiém 17% thi phén,
con lai 13 Vietjet Air van chuyén 1,4 triéu luot khach chiém 28% thi phan.

- Puong bay Ha Ngi - Pa Ning: nim 2010 VNA van chuyén 744 nghin luot
khéch tang 31,55% so v&éi nam 2009 va chiém 85% thi phﬁn, con lai Jetstar Pacific van
chuyén 131 nghin lugt khach chiém 15% thi phan. Nam 2011 VNA van chuyén 870
nghin luot khach tang 17% so vdi nam 2010 va chiém 88% thi phén, con lai Jetstar
Pacific van chuyén 114 nghin lugt khach chiém 12% thi phan. Nam 2012 VNA van
chuyén 834 nghin lugt khach giam 4,14% so v6i naim 2011 va chiém 86% thi phan,
Jetstar Pacific van chuyén 51 nghin lugt khach chiém 5,3% thi phan, Mekong Air van
chuyén 1,5 nghin lugt khach chiém 0,2% thi phan, con lai Vietjet Air van chuyén 83
nghin luot khach chiém 8,5% thi phan. Nam 2013 VNA vén chuyén 955 nghin luot
khach ting 14,5% so voi nam 2012 va chiém 72% thi phan, Jetstar Pacific van chuyén
121 nghin lugt khach chiém 9% thi phan, con lai Vietjet Air van chuyén 254 nghin
luot khach chiém 19% thi phén. Ké hoach nim 2014 VNA du kién van chuyén 943
nghin luot khach giam 1,28% so v&i nam 2013 va chiém 67% thi phan, Jetstar Pacific
van chuyén 147 nghin luot khach chiém 11% thi phan, con lai Vietjet Air van chuyén
308 nghin luot khach chiém 22% thi phan.

> Nhin xét vé KQKD ciia Vietnam Airlines trén thi truong ni dia:

- Giai doan tir nam 2010 - 2014, tinh hinh trong nudc va thé giéi v4i nhiéu bién
dong phtrc tap vé an ninh, kinh té, chinh tri va x3 hoi, dic biét 1a su suy thodai chung
ctia nén kinh té thé gidi, khién mot s hiang hang khong trong nudc ding khai thac,
ndm 2011 da c6 2 hang hang khong tu nhan Indochina Airlines va Trai Thién Air bi

“khai tir” vi kinh doanh thua 13, khong c6 kha ning tai chinh dé duy tri hoat dong bay.
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Pau nam 2013, hing hang khong tu nhan thi 3 13 Air Mekong di ngimg bay trén céc
chang bay noi dia.

- Nhiing nam 2010 va 2011 VNA chiu sy canh tranh chua dang ké cua Jetstar
Pacific va Mekong Air, sang nim 2012 thi truong c6 thém Vietjet Air khai thac dan
dén su canh tranh ngay cang gay git, voi viée Vietjet Air ting tan sudt bay va dua ra
nhiéu muc gia giam trén dudng bay canh tranh da lam giam thi phan cia VNA va anh
hudng khong nho dén hiéu qua kinh doanh ctia VNA.

- Nam 2013 thi truong hang khong noi dia dang cé tde do phuc hdi manh mé nhit,
v6i mirc ting truéng vé van tai hanh khach 1én téi 21%. Tinh canh tranh cua thi trudng
d3 ting 1én dang ké véi viée VietJet Air dang nd luc mé rong thi phan hang khong noi
dia théng qua viéc mé rong doi bay, dudong bay 1én thi phan VNA giam sat, bén canh
do6 xu hudng tiét kiém chi phi béng viéc lya chon dich vu cdc hang hang khong gia ré
khién VNA bi mit mot luong khach dang ké vao tay VietJet Air cho di VNA di diéu
chinh dua ra thi trudng nhiéu muirc gia ré.

- Trong 9 thang ddu nim 2014, tinh hinh canh tranh véi cac hang hang khong gi&
ré trong ndi dia vo cung gay giat. VNA tiép tuc bi giam thi phan xudng con 55%, trong
khi do thi phﬁn khéach ndi dia cua VietJet Air du bdo ting 1én mirc 28% so vdi nam
2013. Véi loi thé gia vé thap, chét luong tau bay va dich vu kha tdt, VietJet Air s&
khong thoa man véi san lugng 3,2 triéu lugt hanh khach dat dugc trong nam 2013,
nhét 13 khi hing du dinh dua thém 2 tau bay Airbus 320-CEO vao quy 1V/2014
2.2.1.2 Hoat dong kinh doanh dich vu VTHK trén thi truong quéc té:

a) Mang lu6i duong bay quoc té ciia Vietnam Airlines:

Mang dudong bay qubc té cia VNA dugc mo ta trong [Phu luc 03], hién VNA
dang khai thac 89 dudng bay dén 25 qudc gia trong do6 tap trung chinh vao cac dudng
bay khu vuc chau A va chau Au, chau Uc, con cac duong bay dén chau My 1a cac
duong bay hop tac, cu thé nhu sau: Mang duong bay dén cac nudc trong khu vuc
Pong Nam A, VNA khai thac tryc tiép 16 dudng bay dén 6 qubc gia trong khu vuc,
cac chuyén bay xuat phat tir HAN/SGN trong d6 c6 1 duong bay tir Vinh di Vientiane
(Lao). Mang duong bay dén cac nudc trong khu vuc Pong Biac A, VNA ¢ 32 duong
bay (c6 29 dwong bay khai thic va 3 dwong bay hop tdc) dén 6 qudc gia trong khu
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vire, cac chuyén bay xuat phat tir HAN/SGN trong d6 ¢6 1 dudng bay tir Pa Ning di
Seoul (Han Quéc). Mang duong bay dén cac nude trong khu vuc Nam A - Théi Binh
Duong va Trung Pong, VNA c6 1 dudng bay hop tac trong khu vuc, cac chuyén bay
xudt phat tir HAN/SGN. Mang dudng bay dén chau Au, VNA c6 22 dudng bay (co 8
duong bay khai thac va 14 duwong bay hop tic) dén 11 qubc gia trén thé gidi, cac
chuyén bay xuét phat tir HAN/SGN. Mang dudng bay dén chiau Uc, VNA dang khai
thac 4 dudng bay voi cac chuyén bay xuat phat tr HAN/SGN. Mang dudng bay dén
chau My, VNA c6 14 duong bay hop tac dén cac bang cia My v6i cac chuyén bay
xuét phat tir HAN/SGN.

b) Két qua kinh doanh ciia Vietnam Airlines trén thi trudng quoc té:

KQKD dich vu VTHK ctia VNA trén thi trudng qudc té giai doan tir nim 2010 -
2014 dugc danh gia thong qua céc chi tiéu s6 liéu cho tai [Phu luc 05]

- Thi phdn vdn chuyén hanh khach chdng quéc té ciia VNA: Nam 2010 dat gan
4.3 triéu luot khach trén téng thi truong gﬁn 10,7 triéu luot khach, chiém 40.10% thi
phan so nim 2009 ting 4,10%. Nam 2011 dat 4,8 triéu lugt khach trén tong thi trudong
11,9 triéu luot khach chiém 40,40% so v&i nam 2010 tang 0,30%. Nam 2012 dat 5,3
tri€u luot khach trén téng thi truong gﬁn 13,2 triéu lugt khach chiém 40,20% thi ph?m
so voi nam 2011 giam 0,20%. Nam 2013 dat gﬁn 6 triéu luot khach trén téng thi
truong 15 triéu lugt khach chiém 40,91% so v&i nam 2012 tang 0,71%. K& hoach van
chuyén khach nim 2014 khoang 6,6 triéu luot khach trén téng thi truong dy tinh 13
15,9 triéu lugt khach chiém 39,30% so véi nim 2013 giam 1,61%. Thi phén giai doan

nay duoc thé hién qua biéu d6 hinh 2.4:
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- H¢ sé sir dung ghé ching quoc té ciia VNA: giai doan tir nim 2010 - 2014 c6
nhimng bién dong nhe. Nam 2010 hé sb sir dung ghé 13 71,60% nhung sang nim 2011
hé sd sir dung ghé giam 0,8% va ting ché lai 4,5% vao nam 2012, sang nam 2013 tiép
tuc tang 3,27%. K& hoach nim 2014 13 78,30% giam nhe 0,37% so voi nam 2013. Nhu
vay v6i hé s6 str dung ghé tuyén qudc té caa VNA dao dong tir 71% - 78% la twong
d6i 6n dinh va dam bao tinh hiéu qua trong qua trinh kinh doanh dich vu VTHK bang
duong hang khong trong giai doan suy thoai ctia nén kinh té va su canh tranh gay gt
thoi ky hoi nhap va LMHKQT, duoc thé hién qua biéu do hinh 2.5.

- Doanh thu va lpi nhudn ching quéc té ciia VNA giai doan 2010 - 2014: Nam
2010 doanh thu khach dat gan 24,9 nghin ty ddng va loi nhuan dat gan 28 ty dong so
voi nam 2009 tiang tuong tmg la 2,02% va 13,76%. Nam 2011 doanh thu khach dat
25,3 nghin ty dong va loi nhuan dat 31,8 ty dong so v&i ndm 2010 ting twong Ung la
7,10% va 20,07%. Nam 2012 doanh thu khach dat 27,6 nghin ty déng va lo1 nhuan dat
43,8 ty dong so v6i nam 2011 ting twong ung 1a 8,71% va 37,63%. Nam 2013 doanh
thu khach dat 34 nghin ty dong va loi nhuan dat 76,4 ty dong so v6i nam 2012 ting
trong ng 1a 23,49% va 74,37%. Ké hoach nim 2014 doanh thu khach dy kién dat
35,7 nghin ty déng va loi nhuin dy kién dat 233.4 ty déng so v6i nam 2013 ting twong
ung 1a 4,78% va 205,53%. So sanh doanh thu va lgi nhuan ciia VNA giai doan nay cho
thfiy mbi quan h¢ ty 1¢ thuan, duoc thé hién qua biéu d6 hinh 2.6:
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Hinh 2.6: Biéu d6 doanh thu va loi nhuan ctia VNA tuyén quéc té
c) Déi thi canh tranh ciia Vietnam Airlines trén thi truong quoc té:
Déi thi canh tranh v&i VNA trén thi truong quéc té duoc liét ké tai [Phu luc 02],

tap trung vao cac mang duong bay:
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- Khu viuc Pong Nam A: v6i cac duong bay thang hién c6 10 hing hang khong
dang canh tranh truc tiép 1a Singapore Airlines (SQ); Tiger Air (TR); Malaysia
Airlines (MH); Asia Air (AK); Thai Airway (TG); Nok Air; Lao Airlines (QV);
Cambodia Angkor Air; Garuda Indonesia (GA); Lion Air. Lugng khach di lai thuong
xuyén, on dinh, tap trung chu yéu la khach doanh nhan, khéach lao dong tir Viét Nam
dén cac nudc Malaysia, Philippine, khach du lich dén cac qudc gia trong khu vuc.

- Khu vuc Pong Bic A: voi cac duong bay thang hién c6 10 hing hang khong
dang canh tranh tryc tiép 1a China Southern Airlines (CZ); Sanghai Airlines (FM);
China Airlines (Cl); Eva Air (BR); Cathay Pacific (CX); Hongkong Airlines (HX);
Korean Air (KE); Asiana Airlines (OZ); Japan Airlines (JL); All Nipon Airway (NH).
Hanh khach di lai thuong xuyén trén truc dudng bay nay chi yéu 1a cac doanh nhan
Viét Nam va doanh nhan nuéc ngoai tham gia dau tu kinh doanh tai Viét Nam. Day 1a
thi trudng mang lai hiéu qua kinh té cho VNA. Ngoai ra, cac ngudn khéach di lao dong,
khach du hoc sinh dén cac nude phat trién nhu Nhat Ban, Han Quéc, Trung Qubc va
dbi tugng khach du lich di lai gitra Viét Nam va cic nude trong khu vic ciing chiém
mot ty trong 16n trong cadc nam qua.

- Mang dudng bay Nam A, Nam Thai Binh Duong va Trung Pong: ddi thu canh
tranh truc tiép ciia VNA trén duong bay dén Uc (Menbon, Xitni) 12 hang Austrian
Airlines (OS) va duong bay dén 1 diém tai Trung Dong (UAE, Quata) 1a 02 hing
Emiratesd Airway (EK), Qatas Airways (QF). Day 13 mang dudng bay hip din va
tiém nang khi Viét Nam hdi nhdp va mé ctra hop tac, vi vay VNA can nam bt co hoi,
tim hiéu thi hiéu khach hang dé c6 chinh sach khai thac hop 1y, hiéu qua khi Chinh phu
Viét Nam ky két hop tac thuong mai va kinh té vai cac déi tac, s& tit yéu phat sinh nhu
cau di lai bang duong hang khong giira cac qudc gia trong qua trinh hop tac kinh té.

- Mang duong bay tam xa dén Chau Au: véi cac dudng bay thang co 4 hing hang
khong dang canh tranh truc tiép 1a Aeroflot (SU); Britich Airways (BA); Lufthansa
(LH); Air France (AF), con trén cac dudng bay hop tac co nhiéu hing hang khong
truyén thong trong khu vuc Pong Nam A va Pong Bac A khai thac trung chuyén qua
cac san bay ban dia. Hanh khach ma VNA chu trong khai thac 1a khach thuong nhan di

lai 1am an kinh doanh, khach Viét Kiéu vé thim qué huong va dau tu kinh doanh tai
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Viét Nam, dbi tugng khach du lich Chau Au ra vao Viét Nam dang chiém ty trong va
sd luong 16n, dic biét 1a duong bay két ndi mang bay noi dia dén cac tinh thanh trong
diém co cac diém du lich ndi tiéng thé giéi nhu 13 Ha Noi, H6 Chi Minh, Pa Ning,
Hué, Nha Trang, Phu Quéc, Con Dao.

- Khu vuc chau My: do 1a cac duong bay hop tac hién c6 2 hang hang khong dang
canh tranh truc tiép 1a American United Airways (UA); American Airlines (AA) va
nhiéu hang hang khong truyén thong trong khu vuc chau A, chau Au khai thic trung
chuyén qua cac sin bay ban dia. Mang dudng bay nay mang chién lugc lau dai d6i voi
qué trinh kinh doanh ctua VNA, trong thoi gian téi VNA dang hoan tt cac tha tuc dé
khai thac truc tiép mot sé diém dén chiau My.

> Nhan xét KQKD ciia Vietnam Airlines trén thi truong quoc té:

- Qué trinh phan tich KQKD trén thi truong hang khong qudc té cho thay, ngoai
nhimng suy thoai chung ctia nén kinh té thé gii anh hudng truc tiép dén nhu ciu di lai
ctiia hanh khach, trong khi mot sé hing hang khéng qudc té mdi khai thac dén Viét
Nam nhu Etihad Airways, Air Macau, Nordic Global s€ lam cho viéc canh tranh ngay
cang gay git hon voi VNA. Chu tich hoi dong thanh vién cia VNA nhén dinh: “Ngay
tir nim 2013, khi thi phan van chuyén cia VNA mdi ngay mot giam thi trong khu vuc
ASEAN, d6i bay ctia cac hing hang khong gia ré ting 20%, dat 500 chiéc, chiém thi
phan tai cung Gmg khoang 50% noi ving ASEAN”.

- Dudng bay qudc té di/dén Viét Nam ciing co su thay dbi rd rét, mot sb hing hang
khong Trung Pong 16n nhu Emirates, Etihad, Qatar md rong dudng bay dén cac chau
luc, tao strc ép 1én tat ca cac hang hang khong co6 dudng bay canh tranh, trong dé co
VNA. Vi vy, VNA can c6 ké hoach kinh doanh va cac chinh sach marketing phut hop
nham nang cao ning lyc canh trén thi truong.

- Hoat dong van chuyén hanh khach quéc té nam 2014 cua VNA du tinh s& giam
tir 40,5% xudng con 39,3% thi phan so véi nam 2013. Trong khi d6, VNA chi du tinh
tang thém mot tau bay so véi nam 2013 nang tong sb 1én 84 may bay, do vay kha ning
dé VNA mé rong thi truong khai thac 14 khé thuc hién do han ché vé doi phuong tién.

Trudc &p luc canh tranh gay git trong bdi canh LMHKQT, VNA can sém hoan

thién chinh sach marketing dich vu VTHK nham tim kiém thi truong muc ti€u, dua ra
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cac chinh sach linh hoat, da dang vé san pham, vé gia, vé phan phdi, xtc tién, vé quy
trinh va céc dich két nbi hang khong, ... dé nang cao chat lugng dich vy, thda man nhu
cau khach hang, tdi da hoa loi nhuan, hudng dén su phat trién bén virng.
2.2.2 Phan tich cac chinh sdach marketing dich vu vén tdi hanh khdch cia Vietnam
Airlines theo mé hinh 7P
Qua trinh phan tich chinh sach marketing dich vu theo mé hinh 7P (sdn phdm;
gid; phdn phéi; xiic tién; yéu té con ngudi; yéu té quy trinh va hitu hinh), dua vao:

- Vige st dung sb liéu giai doan tor nam 2010 - 2014, day la mbc thoi gian danh
dau su gia nhap lién minh hang khong SkyTeam ctia VNA vao thang 06/2010.

- Viéc st dung két qua khao sat “Phiéu diéu tra khach hang, tip trung danh gia
chét lurong dich vu theo md hinh 7P trong chinh sach marketing dich vu [Phu luc 08]”.
Phwong phap chon miu ngdu nhién trén c4c ching bay ndi dia va qudc té cia VNA véi
dong Airbus (A321 - 184 ghé, A330 - 280 ghé) va Boeing (B777 - 300 ghé), thoi gian
khao sat tir 06h00 - 24h00 trong quy 111/2014. Viéc lua chon cac khach hang da tung
di may bay ciia VNA tir ndm 2010 dén nay va biét vé mot sé chinh sach marketing cta
VNA duoc thyuc hién tai CHKSB (quay thii tuc va phong cho), tai noi mua vé (phong
vé/dai 1Y) va két hop giri phiéu diéu tra qua email. Két thuc dot khao sat, diéu tra thu
vé 968 phiéu, sd lwong phiéu danh gia dam bao sé6 mAu tdi thiéu cho viéc chon mau,
viéc danh gia dua theo thang diém chuin 10 v6i cac mirc sau:

+Rat tét: 9,5 - 10 diém. +Tét: 8,5 - 9,4 diém. + Kha: 7 - 8,4 diém.
+ Trung binh: 5 - 6,9 diém.  + Kém: 3 - 4,9 diém + Rét kém: dudi 3 diém
2.2.1.1 Chinh sach san pham cua Vietnam Airlines (PRODUCT):

a) San pham c6t 1i: 13 su thay d6i khong gian van chuyén ciia khach hang va dugc
thé hién thong qua SPDV trén cac dudng bay cia VNA:

- Thi truong néi dia: VNA dang khai thac 40 duong bay quéc ndi dén 21 CHKSB
dia phuong, khai thac theo mé hinh “truc nan” vdi 3 san bay trung chuyén chinh 1a Ha
Noi, Pa Néng va HO Chi Minh, chi tiét mang ludi duong bay ndi dija cia VNA cho tai
[Phu luc 02].

- Thi truong quéc té: VNA dang khai thac 88 dudng bay dén 25 quéc gia trong d6

tap trung vao cac duong bay khu vuc chau A va chau Au, chau Uc, con dudng bay
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chau My la cac duong bay hop tac gitra VNA véi cac hang hang khong trong khu vuc
va trén thé gidi, chi tiét mang ludi dudng bay qudc té ctia VNA cho tai [Phu luc 03].

b) San phim hién thye: 1 nhitng yéu t6 phan anh sy t6n tai cia SPDV d6i voi cac
chuyén bay do VNA khai thac, bao gom:

- Dich vu mat dat: Dich vu ban vé, dit chd qua dién thoai hodc phong vé¢, dai ly
theo phuong phap truyén thong. Dén thang 9/2009 VNA dua vao khai thac hinh thirc
ban vé truc tuyén (website - thirong mai dién ti). Dich vu xe 6 t6 dua d6n hanh khach
l1én san bay. Dich don tiép tai san bay, dich vu phong cho, dac biét VNA mai dua vao
khai thac dich vu phong chd khach hang Thwong gia v&i chi phi 30 $/khach/lan st
dung dich vu. VNA tham gia hé thong tim kiém hanh Iy thit lac toan cau (World
tracer), dem lai hiéu qua cao trong qué trinh tim kiém hanh 1y thit lac, dic biét hay
xay ra dbi voi cac chuyén bay duong dai di/dén chdu My va chau Au.

- Lich bay: trén thi truong ndi dia lich bay VNA 4ap dung cho cac duong truc chinh
Ha Noi/H6 Chi Minh - Pa Ning, Ha Noi - Hb Chi Minh véi tan suét trung binh tir 1 -
2 tiéng/chuyén bay, cac gid cao diém trong ngdy tin sudt co thé ting khoang 30
phut/chuyén bay, hang ngay VNA khai thac khoang hon 100 chuyén bay noi dia. Trén
thi trudng quéc té, trung binh VNA khai thac tir 1 - 2 chuyén/ngay ddi véi cac chuyén
bay dudng ngin trong khu vuc Déng Nam A va giai déu lich bay tir 08h00 dén 18h00
hang ngay, con ddi véi cac chuyén bay dudng dai di/dén khu vuc Dong Bic A, Nam A
- Thai Binh Duong, chau Au, chidu My, VNA khai thac 1 chuyén/ngdy, tip trung vao
khoang thoi gian tir 21h00 dén 24h00 hang ngay. Tuy tan suat khai thac it song lich
bay khai thac hién nay tuong ddi hop 1y, dam bao cho viéc di lai ciia hanh khach, dic
biét 1 nhitng hanh khach néi chuyén TQ3/4 va ndi chuyén lién khu vuc TQ5/6.

- Tinh trang ding gio va chdm hiy chuyén: cac chuyén bay dung gio cia VNA
hién nay dat muc thap véi ty 1& ding gio khoang 60% trong khi cac hdng hang khéng
16n trén thé gidi co ty 1& chuyén bay diing gio cao hon nhiéu nhu hang Delta Airlines
(MY) co6 ty I¢ dung gio ndam 2013 hon 84%, con hang American Airlines (M¥) c6 ty 1¢
chuyén bay ding gio trén 78%, cac hing Singapore Airlines; Japan Airlines; Korean
Air; Asiana Airlines; Cathay Pacific; Air France; ... déu ¢ ty 1é chuyén bay dung gio

trén 70%. Tinh trang cham hily chuyén ctia VNA, theo thong ké ctia Cuc hang khong
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trong thang 6/2014 vé tinh trang cham huy chuyén cia cic hang hang khong noi dia
trong d6 VNA ¢6 ty 1¢ cham huy chuyén do nguyén nhan chu quan 13 rat cao chiém ty
1& 80,4%, chi tiét cham huy chuyén duoc cho tai [Phu luc 12].

Bang 2.1: Thuc trang vé doi tau bay ciia Vietnam Airlines tinh dén quy 11/2014

Doi tau bay ]
TT —— - Tuyén khai thac (duwong bay)
Loai So ghe | So luong
1 | A321-231 184 46 Bay trong nuoc va khu vuec.
2 | A330-200 280 10 Bay khu vuee va Quéc té duong dai.
3 | B777-200ER 300 10 Bay trong nude va Quoc té dwong dai.
4 | ATR 72-500 68 16 Bay trong nuoc va Lao, Campuchia.
5 | Fokker 70 79 2 Bay trong nuoc.
6 | Tong cong 84

(Nguon: Ban ké hoach va Phdt trién - Tong cong ty hang khong Viét Nam 2014)

- Sw tién nghi va hién dai ciia phuong tién khai thac: thuc trang vé doi tau bay cia
VNA cho tai bang 2.1. Trén cac duong bay ndi dia va dudng bay qudc té& dén
Lao/Camphuchia véi ching bay ngin dudi 500 km, VNA khai thac dong may bay nho
ATR72, Fokker 68 - 79 ghé vé6i 2 hang dich vu phé théng dic biét (Deluxe Economy
Class) va phé thong linh hoat (Economy class). Trén cac duong bay ndi dia va quéc té
c6 ching bay dai trén 800 km, VNA khai thac cha yéu dong may bay hién dai A321,
A330 khoang 184 - 280 ghé, dic biét vdi cac dudng bay xuyén luc dia VNA khai thac
dong may bay tdm xa B777 khoang 300 ghé, voi 3 hang dich vu (Thuong gia, Phé
théng ddc biét va Phé théng linh hoat) va duoc chia lam 22 hang dat chd trén hé théng
phan mém GDS, trong d6 hang Thuong gia (Business class) gom 2 hang dat chd 1a C
va D. Hang pho thong dic biét gom 2 hang 13 I va Z. Con lai 18 hang dit chd khac
duogc danh cho hang phé thong linh hoat, trong d6 dang cha y 1a 3 hang dit chd Y, W,
S duoc sir dung ban cho khach hang c6 thu nhap cao, ¢ 3 hang dit chd ban cho khéch
doan 1a G, X, O. Ngoai ra VNA ciing 4p dung hang dit chd U danh cho hanh khach
dugc thudng vé tir chuong trinh khach hang thuong xuyén (GLP) va mot s6 doi tuong

dugc vu dai dang cong tac trong nganh hang khéng.


http://vi.wikipedia.org/wiki/Airbus_A320
http://vi.wikipedia.org/wiki/Airbus_A330-200
http://vi.wikipedia.org/wiki/Airbus_A330-200
http://vi.wikipedia.org/wiki/Boeing_777
http://vi.wikipedia.org/wiki/ATR_72
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- Dich vu trén chuyén bay: bao gém cac dich vu vé suit an phu thudc vao hanh
trinh bay dai/ngan s& khac nhau (com sudt, my tom, phé dn lién, cic loai banh ngot,
...) va cac do udng, hoa qua trang miéng (bia, nudc ngot, sita tuoi, cafe, hoa qud theo
mua, ...); dich vu ghé ngéi trén chuyén bay c6 khoang cach, do rong va su tién nghi,
thoai mai khac nhau (thwong gia, phé théng ddc biét, phé théng); dich vu giai tri duoc
trang bi tai khu vuc ghé ngdi (nghe nhac, doc bdo - tap chi, xem clip gidi thiéu vé dat
nwoc - con nguoi - thién nhién - hay cac dogn phim, ca nhac mang tinh gidi tri cao
théng qua cac man hinh LCD), day la cac dich vu mang tinh céng nghé phu thudc
nhiéu vao dong may bay khai thac dé dam bao nhom thiét bj ¢ chat luong va su 6n
dinh cao; dich vu dam bao cong tic v€ sinh trén tau bay thé hién do sach sé trong
khoang hanh khach va budng vé sinh trén may bay.

¢) Sén phim bé sung: 12 nhimg yéu t6 hd tro hodc 1am ting gia trj cua san pham,
gitp cho khach hang hai long va yén tam hon khi st dung SPDV:

- Dich vu bdo hiém hanh khdch, hanh ly: & khach hang an tAm trong mdi chuyén
bay, bao hiém tai nan c4 nhan, hd trg y té nudc ngoai trong viéc chi phi y té, van
chuyén y té khén cép, tro cip ndm vién, chdm soc tré em, hoi huong, chon cit va mai
tang, ho tro bénh co san va bénh man tinh phat sinh khi dang di du lich & nudc ngoai,
trg gitp y t& 24/24 gid. HO tro viée dn, & di lai, mat, thiét hai hanh 1y, rat ngin, hodn
hodc hity bo chuyén di, thanh toan chi phi tién vé, tién phong da tra truéc nhung khong
doi lai dugc, chuyén di bi tri hodn, hanh 1y dén cham, 1& chuyén di do khong kip ndi
chuyén, hanh 1y va tu trang bi mat cip, bi hong. Chi phi di lai va an & phat sinh do viéc
xin cép lai cac gidy to ho chiéu, visa, chi phi khach san khi dudng bénh, hd trg chi tiéu
trong trudng hop nguoi duoc bao hiém gip su ¢d vé tai chinh khi dang ¢ nudc ngoai.

- Dich vu néi chuyén: VNA ap dung chinh sach cho nhiing hanh khach nbi chuyén
TQ6 s& duoc st dung mién phi 1 bita an hodc dich vu du lich trong thanh ph6, tuy
thudc vao thoi gian ndi chuyén. Péi voi cac tuyén bay di chau Au hanh khach duoc hd
trg ngdn ngit diém dén, diéu nay tao thuan loi trong giao tiép cho hanh khéach.

- Dich vu khach hang thuong xuyén: chuong trinh Bong Sen Vang (GLP) dem t6i
cho nhiing khach hang thuong xuyén nhimng uu dai dich vu trén chuyén bay cia VNA
hoac cac hang thanh vién SkyTeam, khach hang 1a hdi vién thé GLP khi thuc hién
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chuyén bay s& duoc cong dim bay va duoc quy doi thanh diém thuong tich luy Ia
nhimg phan thudng co gia tri cho ban than va cho nguoi than nhu: vé thuéng mién phi,
nang hang ghé, nang muc hanh ly ky gti, cude st dung dich vu vién thong, sir dung
phong cho hang thuong gia cho minh va kém mot nguoi than di cung, ...

d) Sén pham tiém niing: thuc trang vé cac san pham tiém ning ciia VNA duoc tap
trung vao cac dich vu két ndi sau:

- Két néi phuong tién giao théng trong niede: véi VNA trong qua trinh phuc vu di
chuyén ctia hanh khach bing phuong tién 6 t0 (xe tuyén, taxi) tai mot sd san bay chinh
VNA giao cho cac don vi thanh vién ddm nhiém viéc khai thac dich vu don/tra hanh
khach tir sdn bay vé cac trung tm thanh phd. Pién hinh nhu tai Ha No6i, VNA giao cho
don vi thanh vién Nassco khai thac dich vu cac loai xe taxi loai 4 - 7 chd va xe khach
16 chd don tra khach tir diém tap két s6 1 Quang Trung (trung tdm thanh phé) 1én san
bay No6i Bai theo mot lich trinh ¢b dinh, ngoai ra khach hang ¢ thé dit dich vu theo
lich trinh yéu cau dbi véi cac dong xe taxi 4 - 7 chd.

- Két noi hé théng ngdn hang dé thanh todn vé mdy bay: VNA hién dang chip
nhan cac hinh thirc thanh toan vé may bay bang thé ndi dja Viét Nam trong vong 12
gior ké tir khi dit chd va toi thiéu 12 gio trude gior khai hanh do cic ngan hang sau phat
hanh: VCB; TCB; VIB; EIB; DAB; Vietinbank; ACB; MB; MSB; STB; BIDV;
ABBank; VPBank. Néu khach thanh toan tai may ATM chi chap nhdn thé cua cac
ngan hang: VCB; TCB; BIDV. Khach thanh toan bang dich vu ngan hang truc tuyén
clia cac ngan hang: TCB; ACB; VCB; TPB va Vietinbank. Khach thanh toan bang tién
mat tai cac chi nhanh ngan hang VCB; TCB. Pong thoi, VNA chi chap nhan thanh
toan vé may bay bang cac loai thé¢ Visa; Master Card; JCB. Qua trinh thanh toan chu
thé c6 thé thanh toan cho ban than hodc cho nguoi khac, tai sdn bay chil thé phai xuat
trinh thé thanh toan, chimg minh thu/hoic ho chiéu va vé dién tir dé xac thuc khi dugc
yéu cau, trong truong hop chii the khong thé xac thuc thé tai san bay, chu thé c6 thé
xéc thuc thé tai cac chi nhanh cia VNA trude khi thuc hién chuyén bay, khi thay doi
dat chd, hanh trinh va cac thong tin trén vé, chii thé phai xuat trinh thé thanh toan,
ching minh thu hoac ho chiéu va vé dién tir dé xac thuc tai cac chi nhanh cia VNA

trong va ngoai nudc.


http://www.vietnamairlines.com/wps/portal/vn/site/contact_us/worldwide_office/
http://www.vietnamairlines.com/wps/portal/vn/site/contact_us/worldwide_office/
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- Két noi dich vu vién théng: hién VNA chi ap dung dich vu két ndi v6i hé théng
vién thong thdng qua cac ban tin nhin SMS trén cac dong dién thoai cdm tay mobile
phone vé nhitng thong tin thay dbi cua chuyén bay nhu thay ddi gio khoi hanh hay
cham hiyy chuyén, ... Hodc dich vu két nbi véi hd so vé lich trinh chuyén bay cta hanh
khéch sau khi hoan tat tha tuc mua vé duogc hé théng cua VNA ty dong gui vao email
hanh khach da dang ky khi mua vé.

- Lién két véi cac ddi tac du lich, khach san: VNA d3 phdi hop voi cac don vi du
lich xdy dung san pham ndi chuyén hodc qua canh tai Ha Noi va H6 Chi Minh cho
khach du lich quéc tich nudc ngoai khi dén Viét Nam. Cac cong ty du lich thudc Hiép
hoi du lich Viét Nam s& giam tir 30 - 40% gi4 tour tron géi trén cac chuyén bay cua
VNA gbm Vietravel, Vietnam tourist, Hanoi Tour, BenThanh tourist, Saigontourist,
Du lich Viét, Thé H¢ Tré, Lién Bang Travelink, Festival, Fiditourist, Hoa Binh, Du
lich Thanh Nién, TST Tourist, Trung tdim Du lich Thanh Nién Xung Phong, ... Cac
dudng bay du lich duge VNA giam gia tir 22 - 70%, ap dung tir thang 07/2014 dén hét
thang 03/2015 tir Ha Noi/H6 Chi Minh di Phu Qudc/Nha Trang/Pa Néng/Pa Lat/Can
Tho va tir H6 Chi Minh di Hué/Budn Ma Thuot/Thanh Héa/Vinh/Dong Héi. Va nhiéu
chuong trinh lién két cac cong ty du lich t6 chuc di du lich quéc té dén Dai Loan, Han
Quéc, Nhat Ban, Dirc, Phap, ... Bén canh d6 VNA 4p dung céac chinh sach vu dii gia
phong khach san, khu nghi dudng néu khach hang 1a hoi vién GLP (khach hang

thuwong Xuyén) ciia VNA, ¢ trong nudce la cac khach san, khu nghi dudng.

8.6 8:54

8.4

8.2

8

7.8

7.6 I I3 2 4 e 4
¥ Dich vu suat an “ Yeu to dung gio M Yeu to cham huy chuyén

4 Dich vu ban vé dat ché ¥ Dich vu trudc/sau bay ™ Dich vu két noi
Hinh 2.7: Biéu d6 d4nh gia chinh sach san pham ciia VNA
Qua trinh khdo sat khach hang bang “Phiéu diéu tra quy 11/2014”, véi cac nodi

dung va diéu kién cho tai [muc 2.2.2 va Phu luc 08], thu dugc két qua danh gia vé
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chinh sach san phém cua VNA, trong do: dich vu ban vé dit chd ¢6 sb diém cao nhit

sau d6 dén dich vu xir 1y su cb truéc va sau chuyén bay, tiép dén 1a dich vy suat an

trén chuyén bay ciing di dap ung duoc thi hiéu khach hang. Cac dich vu ¢ diém thap

1a dich vu két ndi hang khong, yéu té dung gio va yéu t6 cham hiy chuyén co muc

diém thap nhét. Pugc thé hién qua biéu db hinh 2.7.

>  Thong qua qué trinh phan tich va két qua diéu tra khao sat khach hang, cho thay
chinh sach san phém ctia VNA con mot sé han ché:

- Lich bay néi chuyén dén cdc dwong bay tam xa: d6i voi cac hanh trinh dai di/dén
chau Au va chau My, lich bay chua hop 1y do mat do khai thac cia VNA con it, viéc
nang tan suit chuyén bay rat khé thyc hién do thiéu phuong tién may bay, do vay
VNA can nang cao chat lugng dich vu va ndng lyc canh tranh trén thi truong quéc té.

- Tinh trang ding gio va chdm, hiy chuyén: 1a tinh cap bach trong giai doan hién
nay, VNA can khic phuc som tinh trang chuyén bay dung gid dam bao yéu té canh
tranh trén thi truong, giam e ché cho hanh khach va nang cao chat lugng dich vuy.

- Dich vu trén khéng: bd sung da dang thuc don dn/udng trén chuyén bay, thuong
xuyén kiém tra va dam bao su On dinh cta cac thiét b giai tri, thay va cap nhat an
pham béo chi, tap chi nhim dam béo thong tin mang tinh thoi sy, cac tai liéu hudng
dan an toan trén chuyén bay can phai thay méi trong trudong hop nhau nat. Vé sinh va
kiém tra an toan vj tri ghé ngé)i, dam bao céc thiét bi hoat dong 6n dinh.

- Dich vu trude va sau chuyén bay: can tap trung nhiéu hon nita cho bo phan trg
gitip khach hang, cho dén viéc phuc vy hanh 1y khi giao tra con dé xay ra hién tuong
trﬁy xudc va li, hang hoa bi xao tron, bi bién dang va bi moi moc, mAt mat trén mot sb
duong bay quoc ndi va hanh trinh qudc té, dic biét trén cac chuyén bay duong dai.

- Dich vu bdn vé, ddt ché: khach hang mua vé thong qua giao dich dién thoai vao
nhiing gid cao diém hoic ngoai gio lam viéc khi lién hé qua dién thoai xdy ra 2 tinh
huéng 14 may ban chuyén két ndi nhac chd hodc may c6 tin hiéu nhung khong c6 nhan
vién tra 101 lam anh hudng dén tdm 1y khach hang. Khach hang mua vé truc tuyén mot
s6 dich vu trén website khong cé dé khach hang lua chon (dat cho cho tré so sinh, dich
vu déc biét) va phan mém website chua két nbi hd tro kip thoi voi cac dich vu ¢6 lién

quan nhu thanh toan, luu trir thong tin trén dién thoai.
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- Dich vu két néi phuong tién con han ché: viéc két nbi phuong tién giao thong
cho lich trinh khép kin ctia hanh khach khi phai di chuyén giita cic san bay trong noi
viing va tir sin bay vé trung tim hay vé nha chua dap tng duoc nhu cau thiét thuc cia
hanh khach. VNA céan nghién ctru bd sung céc loai hinh phuong tién giao théng nhu
két ndi phuong tién dudng sit hay cac cong ty kinh doanh van tai 6 t6 c6 doi phuong
tién hién dai véi stc chia trén 16 chd ngéi.

- Dich vu két néi hé thong ngdn hang: nhu cau mua vé truc tuyén ngay cang gia
tang do sy thuan tién ctia hinh thic phan phéi, viéc VNA chi chép nhan 5 loai thé
thanh toan truc tuyén cta 5 don vi ngan hang 1a chua da dang cho hanh khach trong
qué trinh st dung nhiéu loai thé dé thanh toan khi mua vé. Hé théng thanh toan truc
tuyén doi khi phat sinh cac su cb ki thuat (I6i hé thong, da thanh todn nhung khéng
thé hién, ...) lam gian doan va anh huéng dén qua trinh mua vé ctia hanh khach.

- Dich vu két néi don vi vién théng: VNA can bd sung cac dich vu két ndi vién
thong trong cong tac luu trit hd so ctia hanh khach trén thiét bi dién thoai cAm tay
mobile dé gitp khach hang d& dang quan 1y va thuén tién khi 1am tha tuc bay. Pong
thoi bd sung cac chirc ning vién théng nhu dién thoai va két ndi wifi trén phuong tién
may bay dé giup khach hang tra ctru thong tin va giai tri trong sudt hanh trinh.

- Dich vu két néi du lich va khéch san: can da dang va phong pha hon nita dé gitp
khéach hang co nhiéu sy lya chon va théa mén trong lich trinh chuyén di. bac biét la
cac thong tin vé diém dén du lich cling nhu dia danh, van hoa, am thuc, ... can duogc
cap nhat va cung cap kip thoi cho khach hang trude va trong chuyén di
2.2.1.2 Chinh sach gia ctia Vietnam Airlines (PRICE)

Thang 12/2008, Nha nudc bo quy dinh khung gia dich vu va khung gia cudc van
chuyén hang khong, chuyén sang thuc hién theo co ché thi truong, hudng doanh
nghiép hang khong tu quyét dinh gia. Piéu nay c6 loi cho khach hang vé sy lya chon
dich vu dé dam bao chat luong va gia ca hop 1y, khi cic hang hang khong canh tranh
vé gia, chic chan khach hang s& dugc huong lgi voi nhiéu muc gia ré hon. Dya trén
khung gi4 trin cia Nha nuéc, VNA di xay dung gia cudc da dang, linh hoat - [3].

Chinh sach chiét gia ap dung cho dai 1y da thay doi rd rét, trén dudng bay qudc té

giam tir mirc 5% xudng 3% va dén nay 1a 0% va thu thém dich vy theo dinh mirc cho
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timg khu vuc, ching bay noi dia ciing ap dung thu phi dich vu dong mic. T nim
2010 sau khi gia nhap lién minh SkyTeam, VNA xdy dung biéu gid theo huéng da
dang hoa nham dap tng cac nhu cu hanh khach (chinh sdch phan biét gid), trong d6:

- Chinh sach gia vé néi dia: viéc xdy dung gia cudc vé co ban cin ctr cac yéu t6 vé
chi phi, dugc thyc hién trong khudén khd quy dinh va phé chuan cua Cuc HKVN. Tuy
nhién, trong thuc té, do vi thé doc quyén ciia VNA tai thi trudng trong nudc ciing nhu
thuc hién cac chinh sach va nhiém vu ctia Nha nudc vé phat trién hop tac kinh té gitra
cac vung, phat trién vé van hoa, gido duc, 6n dinh vé chinh tri, an ninh quéc phong ma
Nha nu6c khdng ché gia trin cho mot sé duong bay thuong mai nhu Ha Noi - HO Chi
Minh, Ha N6i/Hb Chi Minh - Pa Ning, Ha N6i/H6 Chi Minh - Nha Trang/Da Lat/Can
Tho va trg gia cho nhitng duong bay chua mang lai hiéu qua vé kinh t& nhu Ha Nai -
Pong Hoi, Ha Noi - Dién Bién, H6 Chi Minh - Pleiku/Budn Ma Thudt, ... mic gia vé
cia VNA trén thi truong ndi dia thuong cao hon tir 5 - 20% so vdi ddi tha canh tranh,
cho du VNA dang ap dung chinh sach gia vé ddy du theo mo hinh hang khong truyén
thdng dé thich tng v6i nhidu d6i twong khach, duge mé ta bang 2.2 va [Phu luc 04]:

Bang 2.2: Chinh sach gia ctia Vietnam Airilnes trén thi truong nodi dia

- Hang Thay doi Hé s6 cong
Loai gia dit chd x N - va | dim GLP
‘ Dat cho Hanh trinh | Hoan vé ‘
Thuong gia linh hoat | J,C,D Mién phi Thu phi: 300.000 D 1,25/dam
P Giai doan Tét
Zga g Dip Tét thu: A <
Pho thong linh hoat K 600.000 VNB thu phi: 600.000 P 1,00/dam
Tiet kiem linh hoat | LM | 1y phi, trusee khoi hanh: 300.000 vNp | 0-7>/d4m
Tiét kiém O,R,Q Thu phi, sau khoi hanh: 600.000 VND Khong
Siéu tiét kiém E,P Khéng cho phép cong dam

(Nguon: Ban tiép thi va ban san pham - Vietnam Airlines nam 2013)

- Chinh sach gia vé qudc té: duoc xay dung dya trén nhu cau thi truong va do6i thu
canh tranh. Mirc gia cho cac phan doan thi truong khac nhau trén nguyén tic chung 1a
dam bao gia ap dung trung binh cho cac phan khic thi truong TQ3/4 (khai thac truc
tiép gitta 2 quéc gia) Va gid &p dung trung binh cho céc phan khic thi truong TQ5/6
(khai thac gian tiép théng qua quoc gia thir 3) c¢6 thé dao dong linh hoat theo sy chap

nhan cia thi truong va khach hang nham tan dung luong ghé cung tng du thira. VNA
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con ap dung phuong thirc giao chénh léch gia gitra kénh ban budn va ban 1¢ va giao gia
wu dii hon cho mét sd cac dai 1y 12 ban hang va dbi tic 16n, mang tinh chién luoc
nham tao dung 10ng trung thanh cua dai 1y, 16i kéo dai Iy tham gia ban cho VNA va bu
ddp cac chi phi do cac dai 1y bo ra. Mt gia cia VNA trén thi trudng Dong Nam A,
Poéng Bic A va chau Au 1a rit canh tranh doi khi con thip hon mic gia cta ddi thu,
xong VNA van chua thu hat duoc khach hang boi cac han ché vé chét lugng dich vu
va kinh nghiém khai thac, phuong tién khai thac con nhé va chua hién dai dé dam bao
canh tranh. Pugc moé ta qua bang 2.3 va [Phu luc 04]:

Bang 2.3: Chinh sach gia ciia Vietnam Airilnes trén thi trudng quéc té

. Thay doi 5
Loai gi4 Hang dit chd ——— —| Dumg
Dt ché | Hanh trinh | Hoanvé | toida
CHAU AU
Thuong gia linh hoat J,C,D Mién phi:

PP Chéu Au, Chau Uc, My 12 thang .
th) thong dac biét I, Z Pong Bac A, Pong Nam A tir 3 - 6 12 thang
Pho thong linh hoat Y thang.

Pho thong ban linh hoat W o o 6 thang
e Chau Au, Chau Uc, My thu 50 $ -
Tiét kiém linh hoat S,B,H,L 3 thang

Ly n Chau Au, Chau Uc, My thu 100 $
Tiet kiem TNRQ | cpay Athu3o-508 1 thang
Siéu tiét kiém E,P Khong dugc phép

(Nguon: Ban tiép thi va ban san pham - Vietnam Airlines nam 2013)

- Dé x4y dung chinh sach gia hiéu qua VNA can cin clr vao cac yéu t nhu: phan
khuc thi truong dé lya chon khach hang muc tiéu, trén co s& d6 dwa ra SPDV phu hop
v6i nhu cau khach hang; can ¢t vao dia Iy vé dudng bay trong nudc, khu vuc va chau
luc dé dua ra cac dich vu di kém trén chuyén bay cho pht hop murc gid; can cir viao
tinh mia vu trong nim dé dua ra mirc gia hop 1y nham t6i da hoa loi nhuan; can cr
vao thoi han thanh toan va hinh thitc phan phdi (truyén théng hay triec tuyén); can cir
vao sb lugng hanh khach va tam 1y khach hang khi sir dung SPDV hang khéng, ...

Qua trinh khao sat khach hang bang “Phiéu diéu tra quy I11/2014”, v6i cac nodi
dung va diéu kién cho tai [muc 2.2.2 va Phu luc 08], thu duoc két qua danh gia vé
chinh séch gia ciia VNA, trong d6: diém danh gia vé muc gia hop 1y trén website duoc

x€p loai tot, cao hon nhiéu so voi muc gia khi khach hang mua qua dai ly duoc xép
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loai thap nhét, tiép d6 1a diém vé gia phu hop dich vu va sy linh hoat dugc khach hang

danh gia trong duong nhau. Puoc thé hién qua biéu db hinh 2.8:
8.8
8.6

8.62

76 - .
¥ Gia phu hop dich vu 4 Gia hop ly trén website M Thong tin vé cac loai gia
M Sy da dang, linh hoat gia 4 Gia hop Iy qua dai ly

Hinh 2.8: Biéu d0 d4nh gi4 chinh sach gia ciia VNA
>  Thdng qua qué trinh phan tich va két qua diéu tra khao sat khach hang, cho thay
chinh sach gia ciia VNA con mot sb han ché:

- Mikc gid hop 1y trén website: thong thudng thap hon mirc gia giao cho dai 1y, tuy
nhién cac loai gia trén website chua da dang nhu dai 1y trong viéc cung tmg mot sd
dich vu bd trg, qua trinh sau ban lién quan dén hoan huy vé, thay d6i ngay gio bay chi
duoc thuc hién qua dai ly/phong vé ma khong xtr Iy duoc kip thoi trén website, ...

- Sw phit hop cdc mike gid va chinh sdch hoa hong: muc gia vé cuia VNA thuong
cao hon d6i tha canh tranh va chinh sach hoa hong/thu phi dich vu giao cho dai Iy thap
hon ddi thu canh tranh 1én chua hip dan duoc cong tac ban cua dai Iy. Trén thi trudng
quéc té, do han ché viéc chua khai thac kip thoi kénh ban truc tuyén vi vay VNA can
phai c6 chinh sach hap dan quyén loi cho dai Iy dé gia ting hoat dong ban.

- Sw linh hoat ciia gid: tuy VNA dua ra thi truong nhiéu hang gia vé véi cac chinh
sach phan biét gia (déi twong phuc vu, thoi han di lai, muc dich chuyén di, lira tuéi,
...), Xong cac chinh sach gia chua tdi da hoa loi nhuan. VNA can phan doan dugc thi
trudng muc tiéu trén co s d6 xay dung chinh sach gia linh hoat hon nita nham kich
thich nhu cau tiéu dung SPDV cua khach hang, qua do tdi da hoa lgi nhuan.
2.2.1.3 Chinh sach phan phéi ctia Vietnam Airlines (PLACE)

Hién nay VNA dang 4p dung hinh thirc phan phdi thong qua: kénh ban truyén
thong 1 cac phong vé ctia hang va dai 1y; kénh méi truc tuyén (onlines). Tuy ting thi

truong va dic diém khach hang ma VNA phat trién hé thong kénh ban cho phu hop:
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- Tai thi truong noi dia: VNA dang sir dung chu yéu kénh ban qua cac dai ly
(truyén théng va dai Iy tric tuyén) voi 445 dai 1y trén toan qudc trai déu tai 3 mién
(Bic c6 tong 172 dai Iy, Trung cé tong 65 dai Iy, Nam ¢ tong 208 dai 1Y), cing voi
cac mang ludi phong vé trong hé thong Chi nhanh cia VNA dit tai cac trung tdm
thanh phé (chi nhdnh Ha Néi c6 3 phong vé, chi nhanh Hé Chi Minh ¢é 3 phong vé,
cdc chi nhanh con lai tai méi Tinh trong diém c6 1 phong vé) va cac phong vé gid chot
tai san bay nham dam bao phuc vu hanh khach duogc kip thoi.

- Tai thi truong quéc té: VNA dit cac Chi nhéanh tai cac trung tam thanh phé trén
toan thé gidi, noi co cac dudng bay thuong mai ma VNA khai thac di/dén, cac Chi
nhanh nham thyc hién va trién khai cac hoat dong kinh doanh cua VNA, véi hé théng
mang ban gdm 30 phong vé va hang trim dai Iy bo nhiém trén thé gidi nhu: khu vuc
DPong Nam A, VNA dit chi nhanh tai Campodia (2 diém la Siem Reap, Phnom Penh);
Laos (2 diém la Vientiane, Luang Prabang); Indonesia (Jakarta): Malaysia
(Kualalumpur); Singapore (Singapore); Thailand (Bangkok); Philippines (Manila).
Khu vuc Dong Bic A, VNA dit chi nhanh tai China (4 diém Guangzhou, Shanghai,
Peijing, Chengdu); Taiwan (2 diém la Taipei, Kaohsiung); Hongkong (Hongkong);
Korea (2 diém 1a Seoul, Busan); Japan (4 diém la Tokyo, Nagoya, Osaka, Fukuoka).
Khu vuce chau Uc, VNA dit chi nhanh tai Australia (2 diém la Sydney, Melbourne).
Khu vuc chau Au, VNA dit chi nhanh tai Russia (Moscow); France (Paris); Germany
(Frankfurt); United Kingdom (London); Canada (Toronto), va khu vuc chau My, VNA
dat chi nhanh tai United States of American (San Francisco). Con d6i voi cac qudc gia
chua dit chi nhanh, VNA hop tic mé 9 tong dai Iy (GSA), hang trim dai 1y chi dinh
(PSA) dé sir dung két hop cac dai 1y trong kénh ban hd tro tiép thi dén 15.000 diém
kénh ban 1¢ trén thi trudng.

- Pé khai thac hiéu qua mang ludi kénh ban, VNA phai lya chon ding dai 1y theo
tap quan dé to chirc kénh ban trén thi truong nhu: khach thwong nhan st dung kénh
ban khach 1é¢ BSP; khach du lich, khach tham than chii yéu sir dung cac dai ly Viét
Kiéu dé t6 chtrc ban; sir dung cac Cong ty du lich (Tour Operator - T/O) xay dyng cac
san pham du lich vé Viét Nam va cac diém dén, thdng qua khach hang 16n (CA -

Corporate account) day 1a bo phan phu trach van dé di lai ciia cac cong ty 16n, doi
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tugng phuc vu la khach cong vu, cd quan h¢ chat ché voi hang dé st dung tdi da mang
bay cua VNA va hudng cac chinh sach uu dai.

- Cong tac danh gia dinh ky hoat dong ban cia dai 1y theo ting quy trong nam, két
hop v6i t6 chtrc hoi nghi khach hang va tong két 6 thang/lan ddi v6i hoat dong ban cua
dai 1y 1a mdt hoat dong quan trong cia VNA, thong qua viéc danh gia dinh ky dé VNA
nam bét KQKD tai tung doan thi truong vé hoat dong ban cua qua dai ly.

Qua trinh khao sat khach hang bang “Phiéu diéu tra quy 111/2014”, véi cac nodi
dung va diéu kién cho tai [muc 2.2.2 va Phu luc 08], thu dugc két qua danh gia vé
chinh sach phéan phéi cia VNA, trong dé: diém dénh gia cao nhat d6 1a hanh khach co
thoi quen mua vé qua kénh ban truyén thong, khach hang di giam dan viéc mua vé qua
phong vé ctia hing hang khong va thoi quen mua vé truc tuyén trén website di bt dau
duoc hinh thanh trong thot gian qua, nhu vdy mang ban hién tai cia VNA dugc khach
hang danh gia mirc twong dbi kha. Puoc thé hién qua biéu dd hinh 2.9:

10 946

8 7.84

8.54 8.1

O ]
# Mua qua phong vé hang 4 Mua qua phong vé hang M Mua qua dai ly
¥ Mua vé truc tuyén 4 Mang ban phong phu

Hinh 2.9: Biéu d6 danh gia chinh sach phan phéi cia VNA
>  Thdng qua qua trinh phan tich va két qua diéu tra khao sat khach hang, cho thiy
chinh sach phan phéi cia VNA con mét s6 han ché:

- Viéc quan Iy dai Iy cOn long léo va chuwa cé ché tai dit manh dé ran de: do mang
ludi phan phdi rong khép, da dang va phong phu, nhiéu tang nén VNA hau nhu chwa
xay dung duoc mot hé théng quan tri phan phdi hiéu qua. Mot sé sai pham cua dai ly
nhu ban vé khéng cho khach hang, thu gia vé trén mirc quy dinh, dt chd nhung quén
khéng thanh toan lam chd bi hiy, ... gay ra nhitng blrc xtc va anh hudng truc tiép dén
khach hang, ... VNA can c6 bo phan kiém tra giam sat kip thoi xir 1y triét dé viéc kinh

doanh sai pham gay thiét hai truc tiép cho khach hang.
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- Chua tro giup kip thoi nghiép vu cho kénh ban dai ly: viéc ho tro cac dai ly la
mot trong cac bi¢n phdp quan trong dé dai 1y tranh sai sot, tao ra mot dich vy ban tdt
va trung thanh hon. Bén canh d6 viéc thay d6i cac phién ban phan mém dit giit chd
trong thoi gian qua kéo theo nhitng phat sinh do 16i hé thdng va viéc str dung chua
thanh thao gy anh hudng dén hiéu qua cta dai 1y.

- Keénh ban phong Vé ciia hing chwa phat huy dwoc chirc ning hé tro téi wu cho
dai Iy va khach hang: VNA can giam nhan sy tai phong vé hing va ting cudng nhan
sy vao cong vige hd tro khach hang va hd tro dai ly vé chuyén moén nghiép vu hodc cac
hoat dong sau ban thong qua viéc tu van, xtr Iy kip thoi cac tinh hudng phat sinh, nhim
nang cao chit lvong dich vu va hiéu qua trong qué trinh cung tmg SPDV.

- Keénh ban mdi truc tuyén con nhiéu han ché: vin xay ra cac tinh trang 156i hé
thdng trong qué trinh khach truy cip mua vé, thanh toan 1am khach khong hai long.
2.2.1.4 Chinh sach xuc tién cua Vietnam Airlines (PROMOTIONS)

a) Hoat dong quang cao:

- Qudng cdo trén truyén hinh: tai Viét Nam kénh truyén hinh VTV1-3-4; Ha Hoi
va Ho Chi Minh vé6i nhiéu miu quang céo khac nhau "Gi6i thiéu mang duong bay",
"Viét Nam diém dén cua Thién nién ky méi", voi tin suat xuét hién trung binh 1a 300
lan/nam. Trén cac kénh truyén hinh qudc té nhu: kénh CNN ciia Chau A (Asia) nhim
vao ddi teong khach thuong gia; kénh Discovery 1a kénh truyén hinh dugc dénh gia sé
1 nham vao d6i twong khach du lich va throng nhan; Kénh Lala TV va Nikkei CNBC
cua Nhat Ban; kénh Cannel Plus va LCI Odysee ctua Phap; kénh ABC Asia Pacific TV
va Channel 9 cta Uc, ... 1 nhiing kénh truyén hinh quen thudc véi khach hang.

- Qudng cdo trén cac phwong tién in dn: cic dau bao dugc lya chon 1 nhiing
bao/tap chi 16n c¢6 di tuong doc gia 1a khach hang muyc tiéu cia VNA & Chau A nhu:
Newsweek, Fortune, Time, Tabi Meiji, Ashahi, TTG Asia, Ashahi, CFO China, &
Phép 1a to L'Express, Tour Hebbo, & Uc 1 to Good Weekend, Conde Nast Traveller,
Travel Trade Australia, & Han Quéc la to6 Chosun Libo. Con tai Viét Nam, VNA da
tién hanh cac hoat dong quang cdo qua céc tap chi va an pham bao: Vietnam Economic
Times, Thoi bao kinh té Viét Nam, Lao dong, Viét nam News, b4o Pa Ning, bao Sai

gon Giai phong (Tiéng Viét va Tiéng Hoa), Le Courier du Vietnam, béo Thanh
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Nién, Vietnam Discovery, ... Ngoai ra VNA quang céo hinh anh trén mét s6 béo, tap
chi mang tinh dai dién cho luc lugng vii trang, du lich, ndng dan Viét Nam, ... trong
ky phat hanh dic biét nhan ky niém nhiing ngay 1& 1én cua dan tdc va ciia cac nganh
chu quan dé hd tro bao 1am tot cong tac tuyén truyén.

- Qudng cdo ngodi troi va cdc chwong trinh du lich sw kién: tai diém dd xe bus c&
1,2m x 1,8m & Trung Quédc véi 214 bién quang cdo. Quang cao trén man hinh 16n
trong sudt thoi gian dién ra Worldcup tai Braxin. Viéc td chirc cac Press Tour tGi Nhat,
Nga khi VNA m¢ duong bay mai, dé khuéch truong ngudn khach in-bound, két hop
du lich Viét Nam v&i cac diém du lich khac trong khu vuc, ngoai ra cac Press Tour
khac duoc thuc hién dé viét bai quang ba vé cac diém dén du lich Viét Nam.

- Quang cdo qua internet duoc thuc hién dudi 2 hinh thuc chinh: duy tri, cdp nhat
va nang cap trang web thong tin cia VNA bao gdm cac thong tin gidi thiéu vé hing,
lich st hinh thanh va phat trién, lich bay, cac diém dén, ... va luon duogc cap nhat céc
thong tin moi nhat cia VNA, gilp cho khach hang c6 thé d& dang truy cdp va tim hiéu
cac thong tin veé hing, cach thirc mua vé va dit chd phuc vu cho nhu cau di lai mot
cach thuan tién, hiéu qua. Quang cio thong qua cac banner tai cac trang thong tin khac
c¢6 ndi dung phong phu, sb lugng doc gia truy cap 16n, déi tuong truy cip phu hop voi
muc tiéu quang cdo ciia VNA nén quang cao ndy c6 hiéu qua 16n v6i mirc chi phi thap.

- Qudng cdo qua biéu twong logo: trude diy VNA sir dung biéu twong “con CoO“
ma chua tng dung téng thé nhu thiét ké phong vé, vin phong, trang phuc, vat dung va
cac thiét bi mat dat, noi that may bay, ... Thang 10/2002, VNA da thay bang biéu
tugng Bong Sen Vang, vdi chuong trinh phat trién logo mdi va xdy dung biéu tuong
cia VNA mang tinh dong bo va da dat dugc nhitng thanh qua nhat dinh nhu ngay nay.

- Qudng cdo théng qua chirong trinh tiép thi tir xa: giup khach hang c6 thé nhan
dugc nhitng SPDV méi qua fax, dién thoai hay thu chao hang, day 14 hinh thuc tiép thi
ma VNA moi ap dung gan day, két qua da c6 hon 1/2 s6 nguoi nhan thu phan ung tich
cuc bﬁng cach mua vé cua VNA cho cac chuyén du lich, cong tac cua ho.

b) Hoat dong quan hé va dw luin cong ching:

- Quan hé va dw lugn cong chlng: cé chiic ning danh gia thai do cong chung d6i

v6i uy tin, chat lugng san pham ctiia VNA qua d6 tién hanh cic hoat dong c6 tac dung
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khuéch truong, bao vé uy tin, hinh anh nham vao loi ich khach hang va gianh thién
cam, su chép nhdn cua cong ching. Con du luan 1a cac hoat dong tac dong dén du luan
khach quan bén ngoai vé SPDV mang tinh tich cuc, c¢6 loi cho VNA bang viée cung
cap thong tin, hop béo, thong cdo bio chi, bao cao hang nim, tra 10i phong van.

- Thong qua cdc hoat dong tai tro: VNA lya chon cac sy kién tai trg trén co s&
tinh hiéu qua, tiét kiém chi phi bang tai trg vé mién cudc vao mua thap. Tai trg vé mdy
bay va hd tro hiéu qua cac chuong trinh td chirc sy kién thé thao, van hoa, nghé thuat
nham xay dung hinh anh thuong hi¢u va tinh cdm, sy than thién vdi khach hang, ...

- Théng qua cac t6 chirc s kién (Roadshow): 13 viée td chirc cac sy kién nhu vin
hoa, lich sir, thé thao, ... gop phan quang ba hinh anh, dit nudc va con ngudi Viét
Nam v6i du khach nuéc ngoai. Roadshow 13 hinh thitc dwoc VNA dénh gia rat cao vé
mat hiéu qua va da duoc thuc hién tai Nhat Ban, Ptrc va Anh.

c) Hoat dong khuyén mii ciia Vietnam Airlines:

- Cac chuong trinh khuyén mai cuia VNA duogc chia thanh hoat dong khuyén mai
ban van tai hanh khach PPS va hoat dong phat trién dich vu gia tri gia tang VAS.

- Trén thi trudng ndi dia, VNA dang ap dung chuong trinh khuyén mai dong hang
gid vé 1.550.000 d cho cac hanh trinh mot lugt di/dén HO Chi Minh - Ha Noi/Hai
Phong/Vinh, hay déng hang gia vé 1.050.000 & cho hanh trinh mét luot di/dén Ha
Noi/H6 Chi Minh - Da Néng/Hué/Ban Mé Thudt, ngoai ra VNA con ap dung giam gia
20 - 70% cho cac vé mua sém trude ngay khéi hang theo mée tir 7 + 14 + 28 ngay.

- Trén cac hanh trinh quéc té, VNA dua ra cac chuong trinh khuyén mai trong khu
vuc chau A, gia ré khit hoi hang pho thong 480$ Ha Noi/H6 Chi Minh - Han Quéc; Ha
Noi - Osaka/Nagoya/Fukuoka hang pho thong 550 $/vé khtr hoi; Ha Noi - Sydney/
Melbourne hang pho thong 500 $/vé khtr hoi. Ha Noi/H6 Chi Minh di dén cac nude
khu vuc chau Au chi tir 449 $/vé khtr hdi hang pho thong (Paris/ Frankfurt/ London/
Amsterdam/ Barcelona/ Berlin/ Brest/ Bastia/ Bremen/ Bristol/ Dublin/ Dusseldorf/
Geneva/ Hamburg/ Madrid/ Manchester/ Milan/ Marseille/ Munich, ...).

- Hoat dong khuyén mai nham thuc ddy nhu cau tiéu dung SPDV va phat trién dich
vu gia tri gia tang nham tang thém gia tri cua dich vu 161, dugc tién hanh thong qua cac

t6 chire hoi nghi va su kién, dit chd khach san hoic ting phém mién phi.
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- Churong trinh khdch hang thieong xuyén (FFP): dé tao dung, duy tri va phat trién
10ng trung thanh v&i VNA dong thoi phat trién mot kénh giao dich truc tiép véi khach
hang, day chinh Ia chinh sach wu dii cho hoi vién: dam bao ¢ chd khi da hét chd trén
cac chuyén bay dudong dai qudc té; dugc gin thé hanh 1y wu tién - trén tit ca céac
chuyén bay qudc té; tiéu chuan hanh 1y mién cudc; wu dii phong chd trén cac chuyén
bay qudc té; vu tién tai quay vé san bay; uu tién tai quay ndi chuyén; 16i di vu tién tai
khu vuc an ninh soi chiéu; 16i di wu tién tai khu vuc xuét nhdp canh; lya chon chd ngéi
trén cac chuyén bay qudc té dudng dai tir 6 tiéng tré 1én; vu tién trong danh sach cho
dit chd; vu tién lam thu tuc chuyén bay trén cac chuyén bay qudc té; wu tién trong
danh sach sb cho tai sin bay; uu tién 1én mdy bay trén nhimg chuyén bay qudc té.

Qua trinh khao sat khach hang bang “Phiéu diéu tra quy 111/2014”, v6i cac nodi
dung va diéu kién cho tai [muc 2.2.2 va Phu luc 08], thu dugc két qua danh gia vé
chinh sach xtc tién cia VNA, trong d6: diém danh gia cao nhit 1a cac chuong trinh
giam gia cia VNA song bén canh d6 thong tin vé cac chuong trinh khuyén méi nay lai
khong duoc khach hang biét dén do vay diém danh gia thip nhét, tiép theo 1a diém
danh gia vé cac chuong trinh nhan dao, tai tro va xay dung hinh anh duoc VNA xtic
tién qua cac phuong tién truyén thong va cac sy kién nhan cac ngay 18 trong dai, do
vay su phdi hop hai hoa giita cac hinh thirc xuc tién duoc khach hang danh gia muc
kha. Pugc thé hién qua biéu do hinh 2.10:

9.2

9

8.8

8.6

8.4

8.2

8

7.8

7.6
7.4

® Cdc hinh thirc xiic tién ® Théng tin khuyén mai 4 Xay dung hinh anh
4 Chuong trinh nhan dao 4 Chuwong trinh giam gid 4 Chuong trinh tai tro

Hinh 2.10: Biéu d6 danh gia chinh sach xuc tién ciia VNA
>  Théng qua qué trinh phan tich va két qua diéu tra khao sat khach hang, cho thay

chinh sach xtc tién ciia VNA con mot sd han ché sau:
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- Hoat djong qudng cdo ndng xé (PR) chira dat hiéu qud cao so véi chi phi xiic tién
dd bo ra: VNA chua két hop dugc siic anh hudng cua truyén thong trong va ngoai
nudc trong viéc ning cao hinh anh cta hing. Vi du nhu VNA di t6 chic cac chuyén
bay nhan dao dua toan bg lao dong Viét Nam & dat nude Lybia vé nude an toan nhung
hau nhu rat it ngudi & cac Tinh thanh trén toan qudc ciing nhu cong dong ngudi Viét ¢
Nudc ngoai biét dén trén cac phuong tién thong tin dai ching vé su kién ciru ho vira
qua. Trong khi chi phi cho cac chuyén bay va xuc tién 1a rat 16n.

- Bén canh do, hoat dong tai tro chua dat hiéu qua cao: do cac hoat dong nay con
mang tinh nhd 1€, ty phat, chua van dong dugc su tham gia cua dong dao khach hang
dé mé rong quy mo va nang tim anh hudng ciia VNA.

- Cdc chiong trinh khuyén mdi chwa hiéu qud: nhidu chinh sach khuyén mai tron
g6i théng qua cac sy kién va tour du lich, khach hang rat han ché vé cac thdng tin
khuyén mii. Cac chuong trinh khuyén mai gia ré tuy 4p dung cho hanh trinh khir hoi
nhung khach hang chi mua duoc 1 chiéu con 1 chiéu phai mua mirc gia cao hoic mua
2 chiéu lai khong hop 1y vé thoi gian di/vé. Khach truy cip vao hé thdng website cia
hang thi khdng truy cap duoc, lién hé voi dai 1y thi khong con vé gia ré trén hé thong,
... dd tao ra tam 1y trc ché va bire xtic cho khach hang vé cac chuong trinh khuyén mi.
2.2.1.5 Yéu t6 vé con ngudi ciia Vietnam Airlines (PEOPLE)

Yéu t6 con ngudi dugc thé hién théng qua ngudn liwc lao dong ciia VNA, sb licu
lao d6ng hién tai cia VNA cho tai [Phu luc 13]. V6i tong s 20.904 lao dong, trong d6
lao dong la nguoi Viét Nam khoang 19.000 nguoi, con lai 1a ngudi Nudc ngoal, lao
dong dugc quan tdm va chu trong 1a phi cong va tho k¥ thuat. Lao dong co6 trinh do
cao dang, dai hoc va trén dai hoc chiém hon 33% va trung cap, so cap chiém gan 50%,
con lai 1a thg cong nhan k¥ thuat. Lao dong thudc khéi van tai thuong mai 11.358
ngudi, con lai 13 lao dong thudc khdi SXKD khac. Sy tré hoa ngudn lyc lao dong ¢ do
tudi trung binh 35,4 tudi. Yéu to con ngudi duge chia thanh cac bo phan chuyén mon:

- Cdc bg phdn dudi mat dat: bd phan bo phan ban vé, bo phan thuong vu chiém
khoang 30% trong tong sd lao dong. Pay 1a bo phan tiép xtc truc tiép v4i khach hang
trong qua trinh phuc vu tir khi tiép xtic giao dich tu van, dit chd, xuat vé theo nhu cau

ctia khach cho dén khi tiép nhan hoan thién cac tha tuc bay cho khach. Do vay céc yéu
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t6 vé& chuyén mon nghiép vu, k¥ ning giao tiép, Gng xir, trang phuc, ngoai ngir ... s&
quyét dinh dén phong cach va chat luong dich vu ctia VNA.

- Cdc bé phén trén khéng: d6i ngii tiép vién khoang 1.578 ngudi ¢ d6 tudi chu
yéu tir 30 - 40 tudi chiém 95%, day ciing duoc cho 13 lao dong tré hoa cua VNA hién
nay, trinh d6 Cao ding - Pai hoc chiém 35% con lai 1a trinh do pho théng. Thai do
phuc vu kha ning ngdn ngir, k§ ning giao tiép 1a yéu té quyét dinh dén chat lugng
dich vu. D6i ngii phi cong va hoc vién dang chuyén loai cia VNA khoang 345 nguoi,
trong d6 l4i chinh 148 nguoi, lai phy va hoc vién 197 nguoi. Véi sé lugng phi cong
nhu hién nay chi dap tmg dugc khoang 75% nhiém vu bay ciia VNA. Dé dam bao nhu
cau phi cong phuc vu hoat dong dap tmg duwgc nhu cau thi trudng van tai mdi nim
VNA phai thué tir 120 - 140 phi cong quéc tich nude ngoai, do vy chi phi bo ra thué
phi cong chiém mot khoan dang ké, doi ngii phi cong mang qudc tich Viét Nam hién
nay c6 thé dam nhiém vai trd l4i chinh trén cac chuyén bay, véi cac loai tau bay hién
dai A320/321/330, B767. Chuyén mon nghiép vu cua phi cong quyét dinh dén k¥ thuat
cit ha canh, dam bao an toan tuyét ddi cho chuyén bay.

- Pdc diém lao dong: trong diéu kién cau vé lao dong hang khong twong dbi thap
va it ting 1én, trong khi viéc 1am nganh hang khéng thudng duoc xem 1a nganh nghé
hap din trong x hoi, viéc tuyén chon lao dong hang khong nhin chung 1a nghiém ngit
v&i nhiing tiéu chuén vé thé luc va tri luc tuong ddi cao v&i mot s6 mat manh mang
tinh bam sinh. Nho viée ddu tu 16n vao yéu td vdén con ngudi, cong thém didu kién
giao tiép qudc té rong rdi do dac thu cong viéc nén lao dong hang khong dugc hudng
mirc dii ngd cao hon mit bang chung ciia xa hoi, ngoai ra mdi truong nganh hang
khong 1a mdt nganh van minh hién dai ludén tién phong trong qua trinh hdi nhap véi
C4cC tiéu chuan qudc té tao 1én sy nang dong va hap dan trong moi trudng lam viéc.

Qua trinh khao sat khach hang bang “Phiéu diéu tra quy 11I/2014”, v6i cac nodi
dung va diéu kién cho tai [muc 2.2.2 va Phu luc 08], thu duoc két qua danh gia vé yéu
t6 con ngudi ciia VNA, trong d6: diém danh gia cao nhat 1a ngoai hinh va dong phuc,
con lai diém danh gia vé phong cach phuc vu, k¥ ning giao tiép va trg giup ngén ngir
cho hanh khach chi dat mutc kha, thdp diém nhat 1a sy thdu hiéu va sin sang gitp do

hanh khach. Pugc thé hién qua biéu do hinh 2.11:
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9.2 9.05

8.8
8.6
8.4
8.2

7.8
7.6
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7.2

4 Ngoai hinh va a”éng phuc 4 Phong cach phyc vu chuyén nghiép
“ Ky nang giao tiép tot ¥ Thau hiéu va san sang giup do khach
4 Tro giup nhiéu ngon ngir cho khach
Hinh 2.11: Biéu d6 danh gia yéu t6 vé con nguoi ciia VNA
>  Théng qua qué trinh phan tich va két qua diéu tra khao sat khach hang, cho thay
yéu t6 vé con nguoi cia VNA con mot sé han ché:

- B6 phdn nhdn vién ban vé: chua cung cip thong tin chi tiét cho hanh khach vé
cac chuong trinh khuyén mai va chua giai thich rd diéu kién hoan huy, doi ngay bay
dic biét 1a nhitng vé gia ré. Hay viéc nhan vién ban vé sai xot trong nghiép vu xuit vé
bi nhdm tén cua khach, hity nhim chd cua khach, ... 1dm hanh khéach 1&n san bay
khong thuc hién dugce chuyén bay. Ldi thao tac trén hé thong phin mém 1am mat co
hoi dat dugc gia vé thip cho khach gay thiét hai vé kinh té cho khach hang.

- B§ phdt phat thanh théng tin chuyén bay: trong cac truong hop thong tin dua ra
khéng chinh xac vé thoi gian cham huy chuyén bay tao cho khach cam giac khong an
tam; viéc khong xac dinh dugc twong dbi chinh xac sb thoi gian can thiét dé sta chita
k¥ thuat dan dén VNA ludn bi dong, phai thong bao nhiéu 1an chua thuyét phyc 1am
khéch buic xtc va thiéu tin tudng cho dii hanh khéach rat hiéu va thong cam vé mot sb
1y do bat kha khang nhu ki thuat hay thoi tiét.

- B{ phdn tiép vién: thai d6 phuc vu con thiéu niém nd chua than thién va nhiét
tinh giup d& hanh khach khi c6 yéu cau tro giup. Kha ning ngoai ngit ctia mot so tiép
vién con han ché, phat am tiéng Anh chua chuén, trén cac duong bay di Phap, hanh
khach néi tiéng Phap phan nan tiép vién chil yéu chi néi dugc tiéng Anh. Vé suét an,
d6 udng, thuc don it thay d6i va khong co nhiéu lya chon, nhat 1a nhimg khach duoc
phuc vu sau trén chuyén bay, suat an dic biét khong ngon hodc khong cung ung kip

thoi mac du khach di cé yéu cau trudc d6. Bén canh d6 1a ky luat va dao dirc nghé
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nghiép cua céc tiép vién trong thoi gian qua chua duoc cai thién van dé xay ra cac su
viéc sai pham nghiém trong vé phap luat lam anh hudng dén uy tin cia VNA: thang
11/2009, ba tiép vién cia VNA d3 bi co quan chtrc ning Han Qudc da tam gitr sau khi
phat hién trong hanh 1y xach tay c6 khoang 20 lwong vang; nim 2011, tiép vién Thai
Anh Tién ctia VNA bi khoi td do lién quan dén dudng day budn ldu hang dién tu,
ngoai té tir nude ngoai vé thanh phd H6 Chi Minh; thang 9/2013, tiép vién Bui Ngoc
Tuén cia VNA bi nhan vién an ninh sin bay NoOi1 Bai phat hién mang 50 chiéc dién
thoai iPhone 58S tir Paris - Phap ma khong khai bao; vu tiép vién Nguyén Bich Ngoc bi
canh sat Tokyo tam gitt ngay 27/2/2014 do nghi ngd buén 1au 21 mén hang quan 4o in
cip tri gia 125.000 yén (khodng 25,7 triéu dong) tir thang 9/2013 va vu viée tiép vién
truéng Nguyén Thi Thu Hoai tham gia t6 bay VN415 tir Han Qudc vé Ha Noi ngay
25/7/2014, bi phat hién budn 1au 38 cay thudc 14 cac loai khong cé gidy to hop phap.

- Déi ngii phi céng: thiéu chuyén mén nghiép vu dan dén xay ra nhiéu su c¢d do
chu quan tir t6 14i nhu: ngay 06/5/2014, chuyén bay VN503 khai hanh tir Quang Chau
(Trung Quoéc) dén HO Chi Minh, t6 bay thao tic ha canh vuot qua duong cat ha canh
khoang 50 m trén sin bay, 1am uy hiép dén an toan bay va gy lo so cho hanh khach;
ngay 09/5/2014, chuyén bay VN1141 tir Ha Noi vao H6 Chi Minh, t6 bay thao tac sai
k¥ thuat, khi ha canh dudi may bay quét xudng duong bang khién cho phin dudi may
bay bi mép méo va cd nhitng vét xudc 10n, giy thiét hai vé phuong tién; ngay
05/8/2014, chuyén bay VN132 tir H6 Chi Minh di Da Ning vi pham d6 cao an toan tbi
thiéu khi tiép can ha canh tai san bay Pa Nang, do phi cong khong thyc hién dung
huén 1énh cua kiém soat vién khong luu; Su cd xay ra ngay 07/8/2014 giita may bay
ciia VNA (VN1203) va Vietjet Air (VJC3258), khi may bay VN1203 tir Ha Noi di Can
Tho duoc kiém soét vién khong luu cap huan Iénh cho xuéng muc bay FL320 (32.000
feet) va thong bao ddy du thong tin vé may bay VIC3258 bay ngugc chiéu cho t6 bay
VN1203; hay cac sai pham nghiém trong cta to bay nhu sy viéc: thang 11/2008 phi
cong Lai Qudc Viét vi tinh nghi lién quan dén duong ddy rira tién va ma tay 16n tai Uc
lén VNA da budc thdi viéc dé phuc vu cong tac diéu tra cta cac bo phan phap 1y co
lién quan. Hay vu van chuyén trai phép 6,5 triéu d6 la Uc vé Viét Nam cua phi cong

Tran Dinh Pang ciing d4 bi co quan phap luat két an voi muc 4,5 nam ti giam.
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2.2.1.6 Quy trinh thu tuc ctia Vietnam Airlines (PROCESS)
Quy trinh thu tyuc trong dich vu VTHK ctia VNA duoc thé hién qua cac quy trinh
dit giit chd xuat vé va check-in thu tuc chuyén bay trong qué trinh phuc vu khach:
- Quy trinh thu tyc dat gitv chd, xuit vé hién nay cia VNA dugc thuc hi¢n thong
qua 2 hinh thirc: mua vé truyén thong qua phong vé/dai 1y cho tai so d6 hinh 2.12 va

mua vé truc tuyén trén website (onlines - thirong mai dién tit) cho tai so dd hinh 2.13:

1. Khach hang cung cap 6. B phan hd tro, xir ly phat
thong tin (giay 1o, lich trinh) sinh sau ban (néu co)
2. Nhan vién tiép nhan, xir ly 5. Khach hang nhan vé
thong tin va dat giir cho va thanh toan

v 1

3. Khach hang tii xac nhan 5| 4-Nhin vién xuét vé sau khi
thoéng tin, két thic dat gitr cho da théa thuin khach hang

(Pt giti chd) (Xudt vé va thanh todn)

Hinh 2.12: Quy trinh mua vé qua phong vé/dai ly cia VNA

5. B6 phan hd trg, xir 1y phat
sinh sau ban (néu co)

1

1. Khach hang truy ciap 4. Khéch hang in vé, két thuac
website Vietnam Airlines quy trinh mua vé

¥ 1

2. Khach hang chgn lich trinh 3 3. Khach hang chon hinh thirc
va nhap théng tin bay thanh toan, xuat vé

(Dét giiv chd) (Xudt vé va thanh todn)
Hinh 2.13: Quy trinh mua vé truc tuyén trén website ciia VNA
- Quy trinh thu tuc check-in hanh khach cia VNA dugc thé hién thong qua nhiéu
quy trinh cong doan tir thu tuc check-in (hanh khach, hanh 1y) cua hang van chuyén
dén cac thu tuc chuyén bay cta cidc B phan co lién quan nhu: kiém tra soi chiéu
ANHK, thu tuc XNC va Hai quan (doi véi cdc chuyén bay quéc té), ... Pham vi nghién
cliru tap trung vao quy trinh thu tuc check-in cua hang hang khong. Hién nay, VNA
dang ap dung quy trinh thu tuc check-in hanh khach thong qua 2 hinh thirc: check-in
truyén thong tai san bay cho tai so do hinh 2.14 va check-in truc tuyén (trén website

hodic tai ki-6t check-in san bay) cho tai so d6 hinh 2.15:
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(Thu tuc tai san bay di)
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Hinh 2.14: Quy trinh check-in truyén thong cia VNA

1. Hanh khach truy ciap web va
chon “Thu tuc truc tuyén”

¥

2. Hanh Khach nhip thong tin
tén va ma so dat cho

Y

3. Hanh Kkhdch chon ghé ngbi
va in thé 1én may bay

(Check-in truc tuyén)
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6. Vao phong chd va 1én may
bay thuc hién bay

T

5. Hanh khach dén cac bd
phan kiém tra khac

1

4. Nhan vién kiém tra gidy to
va xac nhin thé 1én may bay

(Thu tuc tai san bay)

Hinh 2.15: Quy trinh check-in tryc tuyén ciia VNA

Qua trinh khao sat khach hang bang “Phiéu diéu tra quy 11I/2014”, v6i cac noi

dung va diéu kién cho tai [muc 2.2.2 va Phu luc 08], thu dugc két qua danh gia vé quy

trinh thi tuc cia VNA, trong d6: diém danh gia cta khach hang vé viéc ap dung hinh

thitc truc tuyén (mua vé va thi tuc check-in) dat diém cao nhat do su thuan tién va dé

dang trong thao tac cu lénh, cac thu tuc truyén thong c6 diém danh gia thap do viéc

khong thuan tién va cac thi tuc doi khi rat ruom ra giy e ché cho hanh khach, diém

thap nhat 1a quy trinh sir Iy su ¢ bat thuong do VNA chua phdi hop dong bo voi cac

bd phan chic trach san bay dé can thiép kip thoi cac su c6 phat sinh ctia hanh khéch.

Puoc thé hién qua biéu d6 hinh 2.16:
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= Quy trinh check-in san bay 4 Quy trinh check-in trie tuyén
¥ Quy trinh ho tro kip thoi cho khach ¥ Quy trinh xur ly sw co bat thuong
4 Quy trinh mua vé truyén thong 4 Quy trinh mua vé truc tuyén

Hinh 2.16: Biéu d6 danh gia quy trinh thu tuc cia VNA
>  Théng qua qué trinh phan tich va két qua diéu tra khao sat khach hang, cho thay
quy trinh tht tuc ctia VNA con mdt s6 han ché:

- Quy trinh ban vé con phdt sinh nhiéu 16i ky thudt: viéc st dung phan mém Sabre
d6i khi do 15i hé thdng va dudng truyén nén qua trinh dat giit chd khong duogc kip thoi
lam mét cho co hoi dit giir chd Vé gia ré, hé théng da truot sang hang vé co gid cao
hon gy thiét hai vé kinh té cho khach hang, twong tu v6i hé théng mua vé tryc tuyén
trén website d6i khi khach hang truy cap dit giit chd xong vao phan thanh toan lai bi
treo hodc bj 161 khong nhan dang dugc ma thé, sau khi quay lai thao tac thi gia vé thip
cling khong con gy thiét thoi va te ché cho khéach hang.

- Viéc dp dung KHCN vdo quy trinh thii tuc hanh khdch con han ché: ki 6t check-
in ty dong chua in duoc thé 1én may bay (boarding pass) dé giam ap luc cho nhan vién
nham ting tinh hiéu qua va chi dong trong qué trinh lam thu tuc, tao tm 1y thoai mai
va tiét kiém thoi gian cho khach. Ki 6t chech-in chua dugc dua vao khai thac tuyén
qudc té 1am cho su Un & hanh khach di qudc té van dién ra thuong xuyén tai sin bay.

- Nhiéu thii tuc ruom rd, thiéu tinh linh hoat trong cdc quy trinh céng doan phuc
vu hanh khach: do anh huéng cta co ché Nha nudc, cac loai gidy to va cong viéc phai
dugc thyc hién va xét duyét theo tuan tu ¢ tig bo phan, ting cip thim quyén nén giy
trc ché vé mat tam 1y ciing nhu ton kém thoi gian cho khach hang phai cho doi lau.
Hon nita, do diéu kién co sé vat chit & tung CHKSB khac nhau nén chua thé ap dung
hé théng mot cach dong bo trong qué trinh phuc vu khach.

- Quy trinh gidi quyét bat thiong chura thong nhat va dong bé: do anh hudng thim

quyén gitra cd&c CHKSB, viéc trién khai va thuc hién quy trinh dén cac bo phan chua
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nhat quan, mdi dau san bay va timg nhom d6i twong khach hang c6 nhimg dic tinh
riéng nén muc do hai long véi quy trinh cling khac nhau.

- Sw phoi hop giita cdc bg phdn bén trong va ngoai hAng chura chdt ché: viée giao
tiép va truyén dat thong tin gitra cac bo phan con yéu kém, do anh huéng boi nha chire
trach 12 CHKSB nén trong mot s6 truong hop VNA khong thé can thiép truc tiép vao
quy trinh 1am thii tue ANHK, Hai quan va XNC dan dén tinh trang khach hang phai
xép hang chd doi 1am thi tuc trong thoi gian dai, nhidu khach hang con bi ddi xtr chua
tdt trudce nhirng thai do phuc vu cia nhan vién cac bo phan chuyén trach, ... tor d6 da
anh huong gian tiép dén uy tin cua hing.
2.2.1.7 Yéu t6 hitu hinh cta Vietnam Airlines (PHYSICAL EVIDENCE)

- Hinh thitc va dia thé phong vé/dai 1y: phai dap mg tiéu chuin ctia VNA, dit vi
tri ban vé thudn tién trong trung tdm thanh phd c6 déng nguoi qua lai, dién tich va
khong gian phai dap ing yéu cau chung. Co s& vat chit vé bién bang, quiy ban giao
dich, ban ghé 1am viéc, ti dung tai liéu, trang tri phong vé, ... phai dong bd véi hinh
anh, thuong hiéu va maket thiét ké cuia VNA, day 1a yéu td hiru hinh nhim thu hut sy
cht ¥ va quan tim cua khach hang khi quan sat tir phia ngoai cho dén khi vao trong
phong vé tao ra mot khong gian gy an tuong, phong cach chuyén nghiép va sy tin
tudng cua khach hang khi ti€u dung SPDV.

- Co s6 vit chdt tai san bay: tir cac bién, bang chi dan hanh khach dén quiy thu
tuc cua hing hang khong, dén cac quiy dich vu tai SHKSB va chi din bén trong khu
vuc phong chd, ... phai dam bao da dang vé mit ngon ngir thong dung va rd rang. Cho
dén cac khong gian bé tri quay thi tuc, vi tri 1am thu tuc, khong gian vi tri phong cho
trudc khi Ién may bay, ... dam bao tinh thuan tién va su on dinh cua cac trang thiét bi
nhu cdc man hinh giai tri, phat thanh, hé théng diéu hoa, khu vuc dich vu, khu vuc vé
sinh phai sach s, ... thiét bi ghé ngdi chd phai thoai mai dé chiu tao cam giac quén di
viéc cho doi cia hanh khach trudce khi 1én may bay.

- Sw tién nghi va hién dai cua phuong tién may bay, ddi voi nhiing chuyén bay
qudc té co thoi gian bay trén 3 tiéng thi sy 6n dinh cta cac thiét bi giai tri trén may bay
gop phan rat 16n vao viéc tao cam gidc quén di mét méi ciia hanh khach trong sudt

hanh trinh chuyén bay: thiét bi giai tri trén man hinh LCD tir cac doan phim truyén,
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chuong trinh 4m nhac, ... trén cac chuyén bay B777 gdom c6 2 loai man hinh (man
hinh c& nhan va man hinh chung), di kém véi tai nghe, khach hang sé cam nhan duoc
chat lwong 4m thanh tuyét voi khi thuong thirc cac chuong trinh gidi tri, loai tai nghe
str dung cong nghé chdng dn duoc trang bi cho hang Thuong gia.

- Hinh dnh trang phuc va logo biéu twong: ddy 1a mot trong nhimng yéu t thé hién
ban sic van héa dan toc nham tao nén sy hap dan va thu hit vé trang dong phuc, logo
biéu twong ctia nhan vién trude con mat cia khach hang khi tiép xtic giao dich.

Qua trinh khao sat khach hang bang “Phiéu diéu tra quy 111/2014”, véi cac nodi
dung va diéu kién cho tai [muc 2.2.2 va Phu luc 08], thu dugc két qua danh gia vé yéu
t6 hiru hinh cia VNA, trong d6: diém danh gia ctia khach hang vé dia thé phong vé/dai
1y 1a cao diém nhat do thoi quen mua vé truyén thong ctia khach hang, tiép dén 1a diém
danh gia vé trang bi dong phuc nhan vién ciing dugc danh gia cao do mang lai nhiing
an tuong cho hanh khach vé ban sic van héa va thanh lich, diém danh gia vé su tién
ich va thoai mai cua phong chd san bay ciung véi co s¢ vat chit thiét b tai sin bay
chua dugc danh gid cao tir phia khach hang, cudi cing 1a d6 6n dinh trén may bay
dugc danh gia thip do sy hong hoc cua thiét bi giai tri ma khéng duoc sira chira thay

thé kip thoi. Pugc thé hién qua biéu do hinh 2.17:
9.5

9.24 9.06
9 .
8.5 -
8 .
75 - .
Dia the, co so phong vé/dai ly M Trang bi dong phuc nhan vién
“ P on dinh thiét bi trén mdy bay 4 Phong cho tién ich, thodi mdi

Hinh 2.17: Biéu d6 danh gia yéu t6 hitu hinh ciia VNA
>  Thdng qua qua trinh phan tich va két qua diéu tra khao sat khach hang, cho thiy
yéu t6 hiru hinh ciia VNA con mot sb han ché:
- D¢ on dinh ciia cdc thiét bi trén khong con thdp: giy tinh trang hong héc kéo dai,
tao tam ly khong hai long va thoai mai cho khach hang, do VNA chua gidm sét chat
ché viéc stra chita cac thiét bi hong hoc dong thoi chua quan tdm dén viéc nghién ciu

va 4p dung céc thiét bi m&i phuc vu chuyén bay duoc tién nghi va sang trong hon.
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- Hé thong hwéng dan théng tin cho hanh khéch chwa phong phii vé ngén ngir: do
nha chirc trach san bay khong chiu 4p luc vé mit kinh doanh va uu thé doc quyén nén
it quan tAm dén viéc dap Gmg cac nhu cau thiét yéu ctia hanh khach, cho rang viéc tro
gitip ngdn ngir thude vé cac hang hang khong nén chi dé cac bang biéu huéng dan voi
ngon ngi tiéng Vi¢t va Anh, trong khi do luong khach Nhat, Han, Trung Quéc, Chau
Au nhu Phap, Dtic, Nga, ... di lai rat nhiéu va thuong xuyén tai thi truong Viét Nam.

- Hé thong phong cho con thiéu cdc khéng gian nghi ngoi va gidi tri: do mit bang
nha ga kha nho so voi dung luong khach nén khong con chd dé xay dung cac khu vic
nghi ngoi va giai tri danh cho khéch, viéc thiéu khong gian: b tri ghé sofa, bd tri cac
diém truy cip internet mién phi, khach san qua canh nhim dam bao khéng gian cho
khach trong viéc cho doi trude khi 1én may bay.

- Péng phuc chwa mang tinh dong bo giita cic b phdn trong qud trinh tac
nghiép: dién hinh nhu mdi mot bo phén trong qua trinh lai phuc vu hanh khach lai mac
lai mic 1én minh nhitng bd ddng phuc khong théng nhat giébng nhau dé tao 1én mot
hinh anh déc trung cia VNA.

2.2.3 Phan tich dinh murc chi phi cho hoat dong marketing dich vu vdn tai hanh
khach ciia Vietnam Airlines trong béi cinh lién minh SkyTeam

Chi phi cho hoat dong marketing ciia VNA dugc tip trung vao cong tac khuéch
truong quang cao gdm: quang cdo chién luge duoc thuc hién trén toan cau véi muc
dich chinh l1a tao dung va duy tri hinh anh ctia VNA trong tam tri khach hang va khach
hang tiém niang, quang cao nay duoc thuc hién chung cho tit ca cac khu vuc thi
truong; quang cao chién thuat dugc thuc hién o tai nhiing thi trudng cu thé, thoi diém
cu thé va thong diép quang cao dugc gin lién voi nhitng su kién lién quan dén thoi
diém va dia diém Ay (vi du qudng cdo mé tuyén bay thang tir Ha Néi - Con Bdo, hay
chuwong trinh gidm gid cho ching bay Ho Chi Minh - Tokyo, quang cdo khai tricong
duwong bay thang Ha Ngi - Mosco- Franfure, ...). Chi phi cho cac hoat dong quang céo
trén truyén hinh; phuong tién in 4n bao chi; quang cao ngoai troi; cac to chuc su kién;
cac hoat dong tai trg; quang cdo qua internet; qua hinh anh va logo; cac chuong trinh
quan hé va du luan cong chung, cac hoat dong tai trg va cac quy phuc loi xa hoi; cac

chuong trinh khach hang 16n, thudng xuyén va cac hoat dong khuyén mai, ....
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Viéc xay dung dinh mutrc chi phi hoat dong phuc vu cong tic marketing dich vu
van tai hanh khach cta Vietnam Airlines dugc trich ra theo ty 1€ % doanh thu ctia ndm
thue hién, trén thuc té viéc thuc chi cho hoat dong marketing chi chiém 70% dén 90%
so voi ké hoach phé duyét hang nam. Chi phi thuc té cho hoat dong marketing giai
doan tir nam 2010 - 2014 dugc thé hién chi tiét qua bang 2.4 va biéu do hinh 2.18:

Béang 2.4: Chi phi hoat dong marketing van tai hanh khach tir nam 2010 - 2014

Tong chi Tong Tong . < LA A
Nim quing ciio DT LN So sanh 2 nam lién ke (%)
2 Bon vi tinh: ridu dé 2010 | 2011 | 2012 | 2013 | 2014
PR frien cong 2009 | 2010 | 2011 | 2012 | 2013

2010 78,750 | 36,805,350 | 42,317 | 97.28

2011 94,289 | 38,156,031 | 49,046 119.73

2012 119,054 | 42,255,728 | 65,457 126.26

2013 109,379 | 53,785,000 |109,000 91.87
KH2014 | 124,500 | 57,042,000 305,000 113.82

(Nguon: Ban ké hoach va Phdt trién - Tong cong ty hang khéng Viét Nam)

150%

100% 97.28

50% -

0% -
® Nam 2010/2009 4 Nam 2011/2010  Nam 2012/2011

Hinh 2.18: Biéu d6 d4nh gia chi phi hoat dong marketing ctia VNA

Qua bang 2.4 va do thi 2.18 cho thiy chi phi dau tu cho hoat dong marketing
(chil yéu la chi phi cho hoat dong qudng cdo) bién dong ting giam qua cac nim va phy
thudc vao tinh hinh thyc té cua timg ky trong nam dé VNA diéu chinh chi phi cho phu
hop, dac biét chi phi cho hoat dong marketing s€ tap chung nhiéu vao qua trinh khuéch
truong duong bay méi, khuéch truong phuong tién may bay méi, véi thoi gian kéo dai
tir trude thoi diém dién ra sy kién khoang 1 nam cho dén sau khi su kién dién ra
khoang 06 thang dé thu hut thi hiéu khach hang quan tdim dén cac san phim méi, doc

dao ctia VNA, két hop véi céc s6 liéu tai [Phu luc 05] vé KQKD ciia VNA giai doan
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tir nam 2010 - 2014, cho thiy cac dinh muc chi phi hoat dong marketing ctia VNA:

- Nam 2010 so v61 ndm 2009 tuy c6 giam sut 2,72%, xong doanh thu tang 9,07%
va loi nhuan tang tuong tng 23,75%; Nam 2011 so v&i nam 2010 tang 19,73%, kéo
theo doanh thu tang 3,67% va 191 nhudn tang twong tmg 15,90%;

- Nam 2012 so v61 nam 2011 tang 26,26%, kéo theo doanh thu tang 10,74% va loi
nhuén tang tuwong tng 33,46%; Nam 2013 so voi nam 2012 giam 8,13%, xong doanh
thu lai tang 27,22% va lgi nhuén tang tuong tng 66,52%;

- Ké& hoach nim 2014 so véi nim 2013 ting 13,82%, kéo theo du kién doanh thu
tang 6,06% va loi nhuén tang twong trng 79,82%;

Nhu vay, vé dinh lugng viéc chi phi cho hoat dong marketing dich vu VTHK cua
VNA (chit yéu la chi phi cho cdc hoat dong qudng cdo), da kéo theo sy gia ting doanh
thu va loi nhuan theo cac sd liéu phan tich trén. Tuy nhién vé mat dinh tinh, chi phi
cho hoat dong marketing cht yéu nham tip trung xay dung thé manh va cang cb vi tri
phat trién thuong hiéu, hinh 4nh ctia VNA trén thi trudng, con loi ich va hiéu qua do
hoat d6ng marketing mang lai phai dién ra trong mét thoi gian dai va tuong dbi vo
hinh ma nha quan tri marketing khong dinh luong duoc trong giai doan dau khi thuc
hién trién khai cac cong tac khuéch truong quang céo vé SPDV.

2.3 Danh gia su tac dong dén chinh sach marketing dich vu van tai hanh khach
ciia Vietnam Airlines trong bdi canh lién minh SkyTeam
2.3.1 Swtic dpng ciia cdc yéu té chii quan

- Do han ché vé tiém luc tai chinh nén di tac dong truc tiép dén chinh sach
marketing ciia VNA: d6 13 viéc VNA chua dau tu kip thoi cac loai may bay than rong,
hién dai va tién nghi, nén chua dam bao tinh canh tranh véi cac d4i tha canh tranh trén
cung thi truong cho dui cong tac marketing c6 trién khai t6t thé nao di nira.

- Qua trinh hdi nhap qudc té gitip VNA hoc hoi nhiéu kinh nghiém trong hoat dong
marketing, xong bén canh d6 VNA van con han ché vé doi ngii nhan vién chua duogc
huén luyén ddo tao mang tinh chuyén nghiép, chua co x4t véi cic hang hang khong
trén thé giéi nén con thiéu kinh nghiém trong qua trinh xtr 1y tinh hudng phat sinh sy
cd. Su tac dong cta qua trinh hoi nhap dén cac chinh sach marketing 1a khong thé

tranh khoi, hoat dong marketing can phat huy nhiéu hon nita trong viéc tim hiéu thi
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truong khach hang, tim hiéu va hoc tap cac kinh nghiém ctia ddi tha canh tranh nham
ung dung cho VNA mdt cach khoa hoc va hiéu qua trong hoat dong marketing.

- B0 may quan Iy con cdng kénh, phan cip nhiéu tang nén viéc trién khai cic chinh
sach marketing tir Ban 1anh dao xudng co s& con nhiéu han ché do phai qua nhiéu
khau trung gian 1am anh huong dén viéc trién khai hoat dong marketing, dong thoi gia
tang chi phi khong can thiét, gia ting thoi gian thuc hién, ... mat co hoi kinh doanh
trén thi truong do viéc trién khai chinh sach dén v6i khach hang khong dugc kip thoi.
2.3.2 Swtdc dpng ciia cdc yéu té khdch quan

- Qua trinh hoi nhap kinh té quéc té va LMHKQT di tao dong luc thay dbi hoat
dong marketing dich vu VTHK bing duong dé phu hop voi xu thé chung cua hang
khong thé gidi, cong tic marketing khong chi dién ra trong pham vi quéc gia ma da
phat trién trén toan cau théng qua yéu t6 KHCN, cac hiang hang khong di thong qua
hoat dong marketing dé kich thich nhu cau tiéu dung SPDV ciia khach hang.

- Bién dong vé ty gia, gid nhién liéu ciing tac dong manh mé& dén cong tac
marketing, khi ty va gia nhién liéu tang kéo theo su gia tang chi phi va gia thanh tang
1én, trong khi thu nhap cta ngudi dan khong thay doi hodc mirc ting thap hon nhiéu
clia sy gia ting chi phi, ... tir d6 anh hudng dén nhu cau tiéu dung san phdm ca khach
hang do kha ning chi tra thip nén hoat dong marketing ciing khong lam thay ddi nhiéu
nhu cAu khach hang ké ca trong cac trudng hop giam gia, khuyén mdi ma nha van
chuyén dwa vao thi truong thong qua cac chuong trinh quang céo, truyén thong.

- Anh huong dich bénh, thién tai 12 cic yéu t6 anh hudng truc tiép dén nhu cau di
lai cua hanh khach, trong van tai hang khong yéu td dich bénh va thai tai s& han ché
nhiéu dén viéc di lai ctia hanh khach va tac dong rat 16n dén hoat dong kinh doanh cua
hang hang khong, do vdy cong tdc marketing s€ khong phat huy duoc hi€u qua trong
moi trudong hop vi hanh khach s€ dirng moi ké hoach va hoat dong di lai do nguy co
lay lan dich bénh anh hudng truc tiép dén strc khoe va sy uy hiép vé tinh mang trong
an toan chuyén bay. Pién hinh nhu cic dich bénh lam anh huong 16n dén hoat dong
kinh doanh hang khong 1a cac dich cam tur dong vat (HINI, H3NI, H5NI, ...), dich
bénh Sars, dich bénh Ebola, ... va céac thién tai Ii lut tai Philipines, Thai Lan, song

than tai Nhat Ban va Malaysia, chdy rung tai Australia, ...



- 101 -

- Su bat 6n vé chinh trj s& anh hudéng dén hoat dong kinh doanh ctia nganh hang
khong dién hinh nhu chién tranh Iraq, xung dot quan sy kéo dai tai Chau Phi, ... gﬁn
day nhét 14 bt on chinh trj tai Thai Lan, Ukraina, ... da anh huong truc tiép dén cac
hoat dong kinh doanh cuia nganh hang khong, tham chi gay ra nhiing tham hoa to 16n
voi nganh hang khong thé giéi nhu vy roi may bay tro khach cta hang hang khong
Malaysia trén ving trdi Ukraina hay mot sé chuyén bay tré khach bi mat tich va tai

nan mot cach bi hiém.

KET LUAN CHUONG 2

- Khai quat vé lich st hinh thanh va phat trién, cing voi danh gia thuc trang cac
ngudn lyc va KQKD cta VNA giai doan tir nim 2010 - 2014, cho thdy VNA 1a mot
hang hang khéng con non tré nhung bang nd lyc khong ngimg phin diu ctia minh dén
nay VNA di c6 nhitng budc phat trién 6n dinh, hoi nhip siu rong voi nganh HKDD
trén thé gisi.

- Danh gia viéc xdy dung va trién khai cac chinh sach marketing dich vu VTHK
ciia VNA thong qua cac bién sb trong mé hinh 7P.

- Danh gia su tac dong cua cac yéu té chu quan va khach quan dén chinh sach
marketing dich vu VTHK cho VNA trong bdi canh lién minh SkyTeam.

- Qua d6, d3 chi ra nhimg két qua dat duoc, han ché va nguyén nhan 1am co s¢ dé
xuat giai phap hoan thién cac bién sé cua chinh sach marketing dich vu cho VNA

trong b6i canh LMHKQT theo mé hinh 7P.
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CHUONG 3
HOAN THIEN CHINH SACH MARKETING DICH VU VAN TAI HANH
KHACH CHO VIETNAM AIRLINES TRONG BOI CANH
LIEN MINH TOAN CAU DPEN NAM 2020

3.1 Xu huéng phat trién van tai hanh khach cia hang khong thé giéi va dinh
huéng phat trién ciia lién minh SkyTeam dén nam 2020
3.1.1 Xu hwéng phdt trién vin tdi ciia hang khong thé gidi dén nam 2020
3.1.1.1 Du bdo nhu cau di lai ctia hanh khach bang dudng hang khéng dén nim 2020:
Hiép hoi hang khong dan dung thé giéi (IATA) du bao: “nganh hang khong thé
giéi s& co bude ting truong manh trong ngan va trung han, mic du moi trudng tai
chinh kinh té toan cau con khong it bat 6n song nganh hang khong thé gii van s& co
nhimg budc tién déu dian nho kinh t& My trén da hoi phuc virng, khu vyc dong euro
(Eurozone) dan thoat khoi khung hoang va kinh té Trung Quéc dé 13y lai nhip do ting
truong. Luong hanh khach di lai bang dudng khong trén toan thé gisi s& ting
5,4%/nam dén nam 2020. Cac hoat déng sap nhap va kha ning gia dau moé giam sé tao
diéu kién cho cac hing hang khéng thu vé murc loi nhudn ky luc, uéc khoang 12,9 ty
USD trong ndm 2014 va 19,7 ty USD ndam 2015 va vugt trén 30 ty USD nam 2020”.
Hang ché tao phuong tién may bay Boeing (Mp) nhan dinh: “s hanh khach di lai
bang duong khong trén toan thé giGi naim 2013 1an dau tién vuot 3 ty luot khach va du
doan s& dat ngudong 5 ty luot vao nam 2020 va 7 ty khach dén nam 2030, dic biét 1a
cac hanh trinh di tir khu vuc nay va bay trong ndi ving s& dong gop xap xi mot nia
mirc ting trudng cua nganh hang khong thé gidi trong vong 10 - 15 nam t&i. Voi GDP
tang trudng trung binh 4,5%/mam, vugt trdi so voi nhip dd tang trudng trung binh
3,2%/nam cua kinh té thé gidi, lugng hanh khach di lai trong khu vuc Chau A - Thai
Binh Duong du bao s€ tang trudng 6,3%/nam trong cung thoi gian ndy, cao hon mirc
tang trén toan cau 1a 5,4%/nam. Do vy, dap tmg nhu cau di lai, cac hang hang khong
trong khu vuc sé can thém 12.820 may bay méi, tri gia khoang 1.900 ty USD. Boeing
du bao trong 10 - 15 nam téi, Chau A s& chiém t6i 36% tong s6 may bay chd khach

trén thé gidi dugc chuyén giao va dén nim 2032, doi may bay ciia khu vuc nay sé kha
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"hung hau" voi 14.750 chiéc, vuot xa con sb 5.090 chiéc ctia nam 2012. Tai chau A,
nhu ciu may bay hanh khach ¢ strc chira dudi 100 chd phuc vu bay "khu virc" ching
ngin va trung binh dang gia ting va dugc nhiéu doanh nghiép kinh doanh VTHK bang
duong hang khong dit mua tai trién 13m hang khéng qudc té Singapore vira qua”.
3.1.1.2 Xu hudng phat trién hang khong gié ré trén thé gidi dén nim 2020:

Céc hiang hang khong gia ré dang phat trién do kinh té chau A phuc hoi va tang
16p trung luu ngdy cang ting, thi trudng du lich hang khong tai khu vuc chau A dang
bung nd. Trong thdi ky khung hoang tai chinh, biéu hién cua cac hing hang khong gia
ré tai thi trudng chau A tot hon so v6i cac hing hang khong truyén thdng do cac khach
hang doanh nghiép va c4 nhan mudn tiét kiém tién. Thém nita, dan s6 khu vuc chau A
tang nhanh, dac biét 1a tai Trung Quéc va cac nudc Pong Nam A, cong véi tdc do tang
trudng kinh té cao tao ra thi trudng cho cac hing hang khong gia ré phat trién.

Bén canh d6, hang triéu nguoi chau A thoat khoi doi nghéo dang bét dau di du
lich nudc ngoai, ting 16p trung luu tai cac thi truong méi ndi ngdy cang nhiéu, kich
thich cac hiang hang khong gia ré, du lich gia ré phat trién dé dap tng voi nhu ciu thi
truong. Hién nay, gidi trung luu khu vuc chau A c6 khoang 500 triéu ngudi, du bao s&
1én dén muc 1,7 ty ngudi vao nim 2030. Dé chuyén chd sb hanh khach nay, nganh
hang khong thé gidi can phai co thém 200.000 phi cong nira.

Stic noéng canh tranh gitra cac hang hang khong gia ré, dac biét tai khu vuc Pong
Nam A do khong chi khai théc cac ching ngin, cac thanh phd va thi trdn nhé hon ma
cac hang hang khong gia ré nhu Air Asia cia Malaysia con chuan bij ké hoach mé rong
thi truong sang cic chiang bay duong dai. Air Asia hoi thang 12/2013 di dat hang 25
chiéc Airbus A330-300 trj gia 6 ty USD. Céc hing hang khong gia ré ciia Indonesia,
Thai Lan va Malaysia du doan sé& 1a khach hang truyén thong cta doanh nghiép san
xuat may bay nho nhu Embraer ctia Brazil vd Bombardiers cua Canada (Embraer du
b&o cac hang hang khéng Chau A - Thdi Binh Duwong sé tiép nhdn 1.500 mdy bay méi
cé nhé 70 - 130 ghé trong 10 - 15 ndm téi, chiém xdp xi 20% nhu cau mdy bay toan
cdu). Thi truong du lich ndi dia dang 16n manh cua khu vuc la Indonesia, Philippines,
Malaysia va Thai Lan véi tong s6 25 hiang hang khong gia ré dang tham gia hoat dong,

trong d6 con nhiéu hang hang khéng dang dugc thanh 1ap trong thoi gian toi.
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Mic du loi nhuan c6 thé giam nhung nganh hang khong thé gidi van dang trong
da phat trién nhanh hon so v&i cac nganh kinh té khac. Sy ra doi ngay cang nhiéu cac
hang hang khong gia ré va su gia ting vé s6 ngudi thudce tang 16p trung luu ¢ cac nén
kinh té méi ndi ciing nhu nhu cau di lai bang duong khong 1a nhitng nhan t6 mang lai
su ting truong manh m& cho nganh hang khong thé gidi trong thoi gian téi ma céac
hang hang khong trong nudc can nam bt kip thoi co hoi dé phat huy thé manh nhaim
nang cao nang lyc canh tranh va nang cao chat lvong san pham huéng dén sy phat.
3.1.2 Dinh hwong phit trién ciia lién minh SkyTeam dén nam 2020

Cin cr dinh hudng phét trién VTHK cta hang khong thé giéi dén nam 2020, lién
minh hang khong SkyTeam xdy dung dinh huéng phat trién ciia minh dén nim 2020

theo cac ndi dung va sb liéu cho tai so do hinh 3.1:

PINH HUONG PHAT TRIEN CUA LIEN MINH SKYTEAM DEN NAM 2020

Phat trién Phat trién Téang san Tang tan Tang khai
thanh vién phuong tién luong suit thac
30 hang, 3.500 650 tri¢u 20.000 1.400
tang 50% may bay, khach/nam, chuyén/ngay CHKSB,
tang 17% tang 38% tang 27% tang 32%

Hinh 3.1: Dinh hudng phat trién cta lién minh SkyTeam dén nam 2020

- Lién minh SkyTeam tiép tuc chu trong nang cao chit lvong chim séc khach hang
v6i viée ting cudng dich vu va cung cap thém nhiéu tién ich cho cac thanh vién trong
mang bay toan cdu cia lién minh va dé ra chi tiéu phat trién dich vu VTHK bang
duong hang khong dén nam 2020 vé san luong van chuyén khach dat 650 tridu luot
khach/nam, ting 38,30% so voi giai doan hién nay thong qua viéc nang cao chat lugng
dich vu cho hanh khach va tién ich cho thanh vién; dong thoi xay dung co ché nham
thu hat va két nap thém thanh vién tham gia dé dat 30 thanh vién gép phan md rong
quy md, mang ludi khai thac, niang tong s phuong tién 3.500 may bay dap ung
Khoang 20.000 chuyén bay mdi ngay t&i 1.400 CHKSB tai gan 200 quéc gia.

- Bén canh d6, tim cac giai phap nang cao chat lugng va thu hut nhiéu khach hang
trén cac chuyén bay nham tao dung thwong hiéu va mang lai hiéu qua kinh té cho céac

hé@ng thanh vién SkyTeam, dat t&i 30 triéu hanh khach di lai trén cac hang thanh vién
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hang nam. Pong thoi cho phép ting cudng su hop tac giita cac hing hang khong thanh
vién va CHKSB khai thac chung trong hé thong thanh vién. Tép trung vao viéc cai
thién viéc van chuyén hanh khach gitta cac hing thanh vién bang cach phat trién cac
cach thire phuc vu hiéu qua va dich vu theo tiéu chuan hoan thién, bit dau tir cac
CHKSB cin ctr 16n nhat ctia SkyTeam nhu Amsterdam, Atlanta, Rome, Paris CDG,
Mexico City, Seoul, Bic Kinh, Quang Chau va Thuong Hai. V41 hoat dong nay, udc
tinh s& gop phan tiét kiém trung binh khoang 15 triéu Euro chi phi di lai hang nim.

- Ddng bd héa dich vu v6i mang bay toan cau thong qua viéc lién minh SkyTeam
dang xtc tién cac sang kién nham ting cudng loi ich cho hanh khach véi cac chuong
trinh nhu: day manh hon nita chuong trinh SkyPort 1a mot sang kién nham ting cuong
cac khu vuc khai thac chung tai cac CHKSB nhiam giup hanh khanh c6 thé don gian
hoa thu tuc tai cac CHKSB ddng thdi giam chi phi. Udc tinh cac phong chd moi s&
gitp giam 10% chi phi tai cac CHKSB, dé khach hang co thé di lai dugc thoai mai
nhit, SkyTeam di phat trién va nang cip cac san pham va dich vu ctia minh nham dap
mg nhu ciu cua hanh khach ngdy mot tét hon; cac tién ich dit vé s& duogc tich hop
trong tng dung khoa hoc cong nghé véi viéc 1ap ké hoach hanh trinh bay vong quanh
thé gidi, tiép tuc duy tri viéc nang cap dich vu hoi nghi toan cdu gitp viéc di lai cua
hanh khach thudn tién vé6i chi phi thip hon qua hé thdng dit vé truc tuyén cho it nhat
50 dai biéu voi nhiéu mirc gia giam so voi gia cong bo.

- Giam dbc diéu hanh lién minh SkyTeam cho biét: “V&i mang bay gan nhu bao
phu khap toan cau, chung tdi wu tién tao ra nhitng chuyén di thong suét cho cac khach
hang cta chung toi. Vé co ban, lién minh SkyTeam dén nay da dat dugc su hién dién
trén toan cau va cung cap mot mang duong bay vai dich vu dong nhét trén toan thé
gi6i. Giai doan tiép theo cua su hop tac 1a tiép tuc phat trién san pham va dich vu dong
nhat cho khach hang 1én mot cap do6 méi”, 6ng Wisbrun con nhan manh: “Mdi sang
kién lién minh SkyTeam phat trién déu c6 loi cho cic thanh vién va quan trong nhat 1a
mang lai loi ich cho khach hang. Van dé khong phai 1a sy to 16n vé quy mo, ma chung
ta phai tiép tuc phat trién va trién khai cac sang kién huéng dén khach hang. Lién minh
SkyTeam cam két s& khong ngimg cai tién dich vy nham chimg minh chung ta 1a mot

lién minh quan tdm nhiéu hon dén lo1 ich cua khach hang”.
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- Trong cac nam tiép theo lién minh SkyTeam tiép tuc duy tri chuong trinh giam
gia 10% - 15% gia vé 1én t6i 26.000 dim cho cac san pham 1a loai vé mdy bay vong
quanh thé gi¢i. Pho giam ddc phu trach ban hang & tiép thi ctia SkyTeam cho biét:
“Chung t6i dang lién tuc cai tién dong san pham cta ching t0i, dam bao nhiéu gia tri
cho khach hang bang cach cung cap sy tién loi, kha ning truy cip va tiép can toi nhiéu
diém dén. Chung t6i di 1am viéc vat va dé giup khach hang cam thay dé& dang hon khi
lén ké hoach va dit cac chuyén bay vong quanh thé gidi, va v6i 1.024 diém dén dé
khéch hang chon Iya, viéc 1én ké hoach vin con kho khin dé quyét dinh noi bay”.

- Viéc khai thac c4c duong bay hanh trinh vong quanh thé giéi cua lién minh
SkyTeam bao gom vong quanh cac Chau Phi, Chau A, Chau Au, Trung Hoa Dai Luc,
Meéhico, Lién bang Nga, nuéc My va Canada. Trong d6 cac duong bay qua Viét Nam,
dién hinh 14 cac hanh trinh: London - Mexico City - Shanghai - Ho Chi Minh City -
Moscow - London hozc hanh trinh Paris - Buenos Aires - Lima - Thanh phé Mexico -
Thuong Hai - Ha Noi - Moscow - Paris.

3.2 Muc tiéu, chién lwgc phat trién dich vu vén tai hanh khach cia nganh hang
khong dan dung Viét Nam dén nim 2020
3.2.1 Muc tiéu phdt trién dich vu van tai hanh khdch ciia nganh hang khong dan
dung Viét Nam dén nim 2020

- Léy hi€éu qua kinh té 1a muc tiéu chinh: 1am tdt cac nhiém vu khidc ma Nha nudc
giao, khong ngimg nang cao ning lyc canh tranh dam bao muc ting trudng hop 1y, bén
virng. Kinh doanh theo co ché thi truong, chit dong tim phuong thirc hoat dong thich
hop voi loi thé ciia Viét Nam, nghién ciru ki cac tinh hudng kinh doanh, han ché rui
ro, kiém soat tinh hinh, hoi nhap khu vuc va thé gisi - [8];

- Pau tu phat trién doi may bay da dang phong phti nhiéu ching loai vdi cac loai
may bay hién dai, tiét kiém nhién liéu va giam thiéu tiéng on; dat su phat trién cia van
tai hang khong trong sy dong bd véi két cau co s ha ting; song song voi viéc cing cd
phat trién noi luc, nganh HKDD Viét Nam can chu trong tim kiém co hoi hop tac quéc
té huy dong cac ngudn von dau tu bd sung, mé rong thi trudng, dam bao an toan hang
khong, nang cao chat lugng dich vu, tiét kiém chi phi, tirng budc xay dung cac mbi

lién hé lién minh chién luoc trong linh vuc SPDV, k¥ thuat cung tmg - [8];
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- Trong thoi gian téi nganh HKDD Viét Nam can duy tri khai thac cic mang
duong bay hop 1y, loai b nhitng bat hop 1y, phtc tap trong khai thac tir 6 méi c6 thé
giam gia thanh, tién dén mo hinh cong nghiép hang khong chi phi thap; don gian hoa
thu tuc 1a phuong thirc hoat dong khong nhitng mang lai loi ich cho nganh hang khong
ma con c6 loi cho khach hang, mot mit nang cao duoc chat luong dich vu, mit khac
tiét kiém duoc chi phi dén mirc t6i wu; tu do hoa bau troi 1 xu thé tat yéu véi mdi
hang hang khong trén thé gidi trong xu thé toan cu hoa va da phuong hoa giai doan
hién nay. D¢ ton tai va phat trién bén vitng, nganh HKDD phai c6 chinh sach va giai
phap riéng, hop 1y nham dam bao tinh canh tranh trén thi truong dich vu VTHK trong
bdi canh LMHKQT - [19].

Duya trén muc tiéu phat trién VTHK cua nganh HKDD Viét Nam dé du bao vé
nhu cau van chuyén hanh khach dén nam 2020 va tam nhin dén nam 2030, vdi cac s6
liéu cho tai [Phu luc 14].

Trén co s& du bao nhu ciu van chuyén hanh khach cia nganh HKDD Viét Nam
dén nam 2020, Nha chirc trach quan 1y, diéu hanh hang khong dua ra chi tiéu phat trién
van tai khach ctia nganh HKDD Viét Nam dén niam 2020 nhu sau: “Viét Nam phin
dau tré thanh quéc gia c6 nganh hang khong dan dung phat trién ngang tim tién tién
v6i hang khong thé gidi va 1a hing hang khong hang dau trong khu vuc, véi chi tiéu
phat trién VTHK cua hang khéng Viét Nam dugce cho tai [Phu luc 15]”.

3.2.2 Chién lwoc phdt trién dich vu van tii hanh khdch ciia nganh hang khong
din dung Viét Nam dén nim 2020

- Tiép tuc diy manh ning luc vén tai song phuong va da phuong dbi voi cac thi
truong truyén théng Pong Nam A, Pong Bic A, Trung Qudc, chau Pai Duong, thiic
day két ndi van tai hang khong dén khu vuc Nam A, Pong Au va Nga.

- Phét trién mang duong bay ndi dia theo mo hinh "truc nan" véi tan suat khai thac
cao, dich vu trung chuyén tét tai 02 trung tam Ha No6i va H6 Chi Minh. Mang dudng
bay qudc té tap trung khai thac cac tuyén bay chinh khu vuc Pong Nam A va Pong
Bic A, cac duong bay xuyén lyc dia c6 y nghia chién luge 1au dai. Giam thiéu su bao
ho, kiém soat ciia Nha nudc d6i véi cac hoat dong kinh doanh dich vy hang khong

thong qua viéc xay dung, cting cd va co phan hoa Cong ty me - con - [8].
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- Khan truong mé dudng bay va ting cuong nang lyc VTHK trén cac duong bay
tam xa dén chau Au, Biac My, My La Tinh va chau Phi; khuyén khich cac nha dau tu
phat trién cang hang khong trung chuyén khu virc, dong thoi ¢6 chinh sach thu hit cac
hang hang khong mo duong bay tim xa dén cac cang trung chuyén.

- Phat trién dao tao nang cao nguén nhan lyc: phi cong, tiép vién, tho k¥ thuat, ...
nham dap ung t6t nhu cau phét trién cua nganh HKDD Viét Nam noi riéng va xu
hudng toan cau hoa ctia nganh HKDD thé gidi néi chung, Xay dung on dinh san pham
(lich bay, dich vy, ...) trén cac dudng bay “vang”, dic biét 13 cac hanh trinh qudc té c6
thoi gian ndi chuyén hop 1y dé khai thac t6t ngudn khach.

- Phat trién t6t trong quan hé lién minh hang khéng véi cac to chirc HKDD va
thanh vién lién minh, qua d6 duy tri lién két cac hang hang khong 16n v6i muc dich tan
dung céc loi thé cua nhau vé thi truong, vé stir dung chung nha ga, phong cho, dich vu
bdo dudng, ... nham nang cao chat luong dich vy, gidm gia thanh, thu hat duogc nhiéu
khach hang, t6i da hoa doanh thu va loi nhuin, hudng dén sy phat trién bén vimg.

3.2.3 Chién lwoc phdt trién dich vu vin tdi hanh khdch ciia hing hang khong
Quéc gia Viét Nam - Vietnam Airlines dén nim 2020
3.2.3.1 Chién luoc phat trién ngudn luc ctia Vietnam Airlines dén nam 2020:

- Dao tao ning cao ngudn nhan lyc gdm: phi cong; tiép vién; tho k§y thuat; ...
nham dap Gng tot nhu cau phat trién cia VNA néi riéng va xu hudng toan cau hoa cua
nganh hang khong dan dung thé gii néi chung.

- Xay dung, phat trién doi ngil can bd quan 1y, cong nhan vién di vé s6 lugng, co
céu phil hop v6i yéu cau trinh d9, du niang luc 1am chi khoa hoc cong nghé, k¥ thuat
hién dai cling nhu trong qua trinh diéu hanh SXKD vén tai hang khong.

- Tang cudng co so vat chit cho cac co so ddo tao trong nganh nang cao vé ning
luc, chat lugng dam bao dap tmg yéu cau dao tao va sir dung lao dong trong nganh &
tat ca cac bac hoc, tién téi mo rong, phat trién va tham gia dao tao nguén nhan luc &
béc dai hoc va trén dai hoc cho cac qudc gia trong khu vure.

- Tiép tuc cha trong dau tu cho phét trién ngudn nhan lyc, trong d6 uu tién hang
dau cho nhu cau phat trién doi ngil phi cong, ki su k¥ thuat chuyén nganh, tin hoc,

quan 1y va tho k¥ thuat bac cao.
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- Pam bao dén nam 2020 lyc luong lao dong trong nganh hang khong c6 day du
kha ning dap tmg 100% nhu cau toan nganh vé phi cong, ty dam bao quan 1y, khai
thac, bao dudng va dap tmg phan 16n nhu cau stra chira cac trang thiét bj chuyén nganh
trong giai doan hoi nhap va LMHKQT - [2].
3.2.3.2 Chién luoc phat trién doi tau bay cua Vietnam Airlines dén nam 2020:

S6 luong tau bay du kién dén nam 2020 tir 140 - 150 chiéc (s¢ hiu 70 - 80
chiéc), bao gdm tau bay tdm ngin: 60-70 chiéc, trong d6 sé hitu 30-35 chiéc, tau bay
tam trung: 30-35 chiéc, trong d6 sé hitu 17-20 chiéc va tau bay tam xa: 20-24 chiéc,
trong d6 sé hiru 10-12 chiéc. Chién lugc vé d6i tau bay duogc cho tai bang 3.1 - [2]:

Bang 3.1: Chién lugc phat trién doi tau bay ctia Vietnam Airlines dén 2020

TT| Loai may bay | S6 lwong Tuyén khai thac (dwong bay)
I | Airbus (A) 46
1| A321-231 30 Bay trong nuoc va khu vuec.
2 | A350-900 12 o
Bay khu vuc va quoc té duwong dai.
3 | A380-800 4
Il | Boeing 787-9 16 Bay duong dai chau Au va chau My.
I11 | Tong cong 62 Hién cé 84 mdy bay néng tong sé 146 chiéc.

- Tau bay tAm ngin (khai thdc cdc dwong bay dudi 4 gio bay): khai thac chu yéu
cho mang dudng bay noi dia va mang dudong bay Pong Nam A. Pinh hudng st dung
cac loai tau bay tir 65-100 ghé (ATR-72 cia chdu Au, nghién civu phdt trién ddi tau
bay twong duong cong nghé Canada, Braxin, Nga va Nhat Ban), cac loai tau bay tu
150 - 200 ghé (dong tau bay A318/319, A321 va cdc loai khdc thudc dong B737). Pén
nam 2020 VNA s€ tang thém 30 may bay dong A321-231.

- Tau bay tam trung (khai théc cic dwong bay dudi 10 gio bay): khai thac chi yéu
cho mang duong bay Pong Biac A, Nam A va Uc. Dinh huéng st dung cac loai tau
bay tir 250 - 350 ghé dong B777-200ER, B787-8, A350-800 va cic loai thudc dong
A330 va tuong duong. Pén nam 2020 VNA sé ting thém 12 may bay dong A350-900
va 4 may bay dong A380-800.


http://vi.wikipedia.org/wiki/Airbus_A320
http://vi.wikipedia.org/wiki/Airbus_A350
http://vi.wikipedia.org/wiki/Airbus_A380
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- Tau bay tam xa (khai thdc cdc duwong bay xuyén luc dia): khai thac chii yéu cho
mang dudng bay di chau Au, Bic My va co két hop ché hang. Pinh hudng sir dung
cac loai tau bay trén 300 ghé dong B787-9, A350-900 va cac loai thudc dong A340,
B777-200LR va tuong duong, vé lau dai nghién ctru sir dung dong tau bay A380. Pén
nam 2020 VNA s¢€ tang thém 16 may bay dong B787-900.
3.2.3.3 Chién luoc phat trién mang dudng bay ctia Vietnam Airlines dén nam 2020:

Mang dwong bay ndi dia: VNA tip trung vao viéc phat trién mang duong bay
nodi dia theo truc Bic - Nam: tan suit khai thac cao, cac dudng bay ndi cac trung tim
kinh té, chinh tri, vin ho4 16n cua ca nude 1a Ha Noi - ba Ning - Ho Chi Minh. M&
rong khai théc lién vung (su dung may bay: A320, A321, B737 va tuwong dwong) giita
Ha No6i/H6 Chi Minh véi cac Cang hang khong tai Hai Phong, Son La (viing Bdc Bd);
Vinh, Dong Hoi (Khu 4 va Bdc Trung Bg); Pa Nang, Hué, Chu Lai (mién Trung); Cam
Ranh (Nam Trung Bé); Bubn Ma Thudt, Lién Khuong (Tay Nguyén); Pha Qudc, Can
Tho (khu kinh té, du lich trong diém). Tang tan suét va tai cung Umg trén cac dudng
bay ndi vung - [2]:

- Giai doan 2010 - 2015, mé thém cac tuyén dudng bay lién ving HO6 Chi Minh -
Na San; Ha Noi - Pa Néng - Phi Qudc; nghién ctru cac tuyén dudng bay lién ving ndi
v6i cac thanh phé 16n nhu Ha Noi/HO Chi Minh va Da Ning vé6i cac trung tim du lich
trong nudc nhu Hai Phong/Vinh/Dong Héi/Hué/Cam Ranh/Lién Khuwong/Budén Mé
Thuot/Can Tho/Phu Quéc, ...

- Giai doan 2015 - 2020, tiép tuc ting cuong mang duong bay ndi dia; mo mdi cac
duong bay lién ving, ké ca cac duong bay khong ndi voi cac trung tim Ha Noi, HO
Chi Minh va Pa Ning nham két nbi cic mang duong bay dia phuong v6i nhau, phyc
vu qua trinh phat trién kinh té va xa hoi.

Mang dwong bay quéc té: mang dudng bay Pong Nam A va Pong Bic A 1a cac
duong bay hoat dong chinh, dem lai lgi nhuan chu yéu, cac duong bay ndi dia va Pong
Duong 1a cac duong bay co ¥ nghia quyét dinh, cac duong bay xuyén luc dia c6 y
nghia chién luoc lau dai - [2]:

- Khu vyc Pong Nam A: dén 2020 mang duong bay Pong Nam A géom mang

dudng bay trong tiéu ving Viét Nam - Lao - Campuchia - Mianma s& giit viing thé
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canh tranh véi cira ngd Bang Cdc, tang tan suat bay trén cac dudng bay giira Viét Nam
v6i Campuchia, dudng bay xuyén Pong Duong, dudng bay Hué - Xiém Riép - Ludng
Phra Bing; m¢ dudng bay tir Ha Noi/Hd Chi Minh - Gianggun (Mianma), dudng bay
tir Pa Ning di Vién Chan. Tang cudng khai thac thuong quyén 6 dé hd tro cac dudng
bay dai trong mang bay cta cac hing hang khong Viét Nam. Tang cudng tan suat khai
thac cao trén cac duong bay tir HO Chi Minh/Ha Noi di Bang Cdc, Kualalimpo,
Singapore; mé dudng bay tir Pa Ning dén cac diém nay. Dbi v6i cac tuyén bay c6 tan
suét tir 2 chuyén/ngdy c6 thé két hop khai thac cac loai may bay than rong c6 tai trong
16n dé tang hiéu qua va ting kha ning khai thac ché hang. Nghién ctru mé cac duong
bay giita Ha Noi/HO Chi Minh véi cac san bay thtt cap cua Thai Lan, Malaysia. Mé
duong bay Hd Chi Minh/Ha Noi - Giacacta két hop thuong quyén 5 qua cac diém khac
ciia Dong Nam A. M¢ lai dudng bay quéc té tir H6 Chi Minh - Manila. Khuyén khich
mé cac dudng bay qudc té truc tiép giira cac san bay dia phuong nhu Hai Phong, Hué,
Nha Trang, Can Tho, Phu Quéc két ndi véi cac nude khu vuc.

- Khu vuc Pong Bic A: mo rong mang dudng bay bing cac loai may bay than 16n
dén Nhat Ban, Han Qudc, Trung Quéc, Dai Loan, Hong Kéng bang viéc ting tan sut
bay, ting diém bay. Dén 2020 mang dudng bay s& ndi cac CHKSB qudc té v6i 4 diém
ciia Nhat Ban (Tokyd, Osaka, Phukudka, Nagdya), 6 diém cua Trung Qubc (Bdc Kinh,
Thirong Hai, Cén Minh, Quang Chdu, Nam Ninh, Tham Quyén), 2 diém cta Dai Loan
(Pai Bdc, Cao Hing), 1 diém ctua Hong Kong, 3 diém cua Han Qubc (Xoun, Chézu,
Busan). Chu trong khai thac thuong quyén 3, 4 két hop khach thuong quyén 6 giita cac
diém Pong Bic A véi cac nudec Pong Nam A va Uc. Mo rong trao doi thuong quyén 5
v6i cac nude Pong Béc A.

- Mang dudong bay Nam A, Nam Thai Binh Duong va Trung Pong: tir nay dén
nam 2020 ting cudng tan suat khai thac bang mdy bay than rong dén Uc (Menbon,
Xitni); mo duong bay dén An DP9, diém thir 3 tai Uc; mé duong bay dén Niudilan
thong qua khai thac thuong quyén 5 tai cac diém Pong Nam A; mé duong bay dén 1-2
diém tai Trung Pong (UAE, Quata).

- Mang duodng bay tam xa: tir nay dén nam 2020 ting cuong khai thac cac duong

bay thang tir Ha Noi/H6 Chi Minh dén Pari (Phap), Matxcova (Nga) va Phring Phudc
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(Ptic); nghién ctru khai thic dén cac trung tAm trung chuyén 16n khéac tai chau Au
(Luandon, Amxtécdam, ...). Tung budc md& c6 chon loc cac duong bay té1 Thuy S,
Vién, Ucraina, Scandinavi, ... va ving Vién Pong ctia Nga, Bic My (cdc diém mdi tai
My, Canada), Trung Pong, Chau Phi vd Nam My. S6m mo cac dudng bay dén Hoa
Ky, két hop khai thac thuong quyén 5 tai khu vuc Pong Bic A hodc Chau Au.
3.3 Hoan thién chinh sich marketing dich vu van tai hanh khach cho Vietnam
Airlines trong boi canh lién minh hang khong qudc té
3.3.1 Hoan thién chinh sdch sin pham cho Vietnam Airlines
Do viéc dau tu phuong tién may bay dé gia ting d6i phuong tién nhim mé rong
thi trudng khai thac (mé réng mang dwong bay - la san pham cot 16i), mang tinh chién
lugce lau dai, phu thudc nhiéu vao diéu kién vé co ché chinh sach nha nude, su déng bo
cua co so ha téng va tiém lyuc kinh té cia VNA, nén dé hoan thién chinh sach san phém
cho VNA bdi canh LMHKQT, VNA can tap trung vao cac giai phap, duogc thé hién tai
so d6 hinh 3.2:

Ning cao chét rong On dinh lich trinh bay

SPDV Dich vu mat dat
Dich vu trén khong
Giai phap hoan thién Da dang héa SPDY;
chinh sach san pham tiang tinh canh tranh Dich vu két ni da phuong

’ tién vo1 CHKSB
Dich vy két néi hang Dich vu két ndi véi cac don

khong vi, to chirc ¢6 lién quan

Hinh 3.2: Céc giai phap hoan thién chinh sach san pham cho Vietnam Airlines
3.3.1.1 Giai phap nang cao chat lugng san pham dich vu cta Vietnam Airlines:

Pam bdo sw on dinh cia lich trinh chuyén bay: thong qua viéc nang cao ty 1¢
chuyén bay diing gid va giam ty 16 cham huy chuyén do nguyén nhin chi quan. Pam
bao tuyét ddi su 6n dinh cta phuong tién khi khai thac, tranh nhitng phat sinh k¥ thuat
ngodi ¥ mudn gay cham tré cho hanh trinh bay. Cac cong doan vé thu tuc hanh khach
doi héi VNA can phdi hgp dong bo vai cac b phan c6 lién quan tai san bay nham dam
bao dung thoi gian lam thii tuc 1én chuyén bay cua hanh khach, tranh nham 1an sai sét

va cham tré 1am anh huong dén lich trinh bay da 1ap.
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Néng cao chdt lwong dich vu mdt dat: nang cao chét luong trong cong tac ban vé,
bd phan ban vé va trg gitp khach hang sau ban phai dam bao tét vé chuyén mon,
nghiép vu khi tu van hanh trinh, gid vé mot cach ti uu cho hanh khach, ky ning giao
tiép va than thién vo1 khach hang. B phan thu tuc san bay phai niém nd, an can dam
bao tinh chuyén nghiép nham phuc vu hanh khach khi check-in phai chinh xac va
nhanh chong kip thoi, tranh gdy un @ va buc xtic cho hanh khach.

Néng cao chdt lwong dich vu trén khong: ning cao chat lugng cua suit dn bang
nhimg loai thyc pham cé chat lugng cao, phuong phap ché bién tinh t& hon, mang tinh
dan toc hon; cung cdp da dang hon cac dd udng va cooktail cho cac dudng bay chinh;
tang cuong t6 chirc kiém tra, giam sat viéc thuc hién cac tiéu chuin chat lugng suét an,
d6 udng. Nang cao chat luong thong tin - giai tri, phuc vu chwong trinh phim, ca nhac
va vi deo cho khéach véi chit luong cao; cit giam mot sb6 dau bao, tap chi khong thuc
su dap ung nhu cau cua khach, tang mat s6 noi dung céc dau béo cdo, tap chi can thiét;
bd sung cac loai bao tiéng Phap, tiéng Trung Qudc va tiéng Anh, can bo sung thong tin
vé vj tri cta may bay, do cao, nhiét d0 bén ngoai, gidi thiéu danh lam the“'lng canh hoac
di tich lich sir gin lién v&i dia danh dang bay qua. Nang cdp chit lvong may bay bang
viéc thué méi hodc dau tu phuong tién hién dai, tién nghi c0 nhiéu céc chuong trinh
giai tri. Cong tac vé sinh may bay, trong d6 can dam bao tiéu chuin vé sinh khoang
may bay, ning cip chat lugng budng vé sinh.
3.3.1.2 Giai phap da dang hoa san pham dich vu cho Vietnam Airlines:

Pa dang héa SPDV la quéa trinh VNA trién cai bién, sang tao ra nhiéu loai SPDV
tir nhimg SPDV truyén théng sin c6, dong thoi cai bién va tiép thu kinh nghiém tir
nhiéu loai SPDV tién tién ctia ddi thu trén thi truong nham lam phong phu, da dang vé
SPDV, day 1a mot trong nhitng phuong thirc cin ban dé ning cao strc canh tranh trén
thi truomg. Viée da dang hda SPDV can tip trung vao 3 giai phap:

- Da dang héa SPDV theo dong tim (trong tam): 13 viec VNA b6 sung cac SPDV
modi ¢ lién quan dé dam bao tinh canh tranh trén thi truong, chéng han trudc day
VNA chi khai thic mot s6 duong bay noi dia va rat it cac duong bay qudc té, nhung
dén nay trong bbi canh LMHKQT, mang lu6i dudng bay cia VNA da phat trién 1én 40

duong bay noi dia va 89 dudng bay qudc té; hay nhu san pham vé gia vé trudc day


http://vi.wikipedia.org/wiki/C%E1%BA%A1nh_tranh
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VNA chi dua ra thi truong mot mic gia ¢ dinh ap dung cho chuyén bay ndi dia néu
chuyén bay ngay co gia cao hon chuyén bay dém hoic gia vé phan biét cho nguoi Viét
Nam thap hon gia vé cho khach qudc tich nudc ngoai, nhung dén nay VNA di dua ra
thi trudng nhidu mirc gia linh hoat nham dép tng thi hiéu khach hang va binh dang vé
gid cho moi dbi twong khach hang (khéng phdn biét quéc tich). Khi bd sung SPDV
moi s& giup VNA nang cao dugc doanh sb ban ctia san pham hién tai, khi SPDV méi
dugc ban voi gia canh tranh hon hay khi san pham méi c6 thé can bang su 1én xudng
trong doanh thu cua VNA.

- Da dang héa SPDV theo chiéu ngang: 1a viéc VNA bd sung cac SPDV mdi cho
dbi twong khach hang hién tai, 1am cho doanh thu tir cac SPDV hién tai s& bi anh
hudng néu bé sung cac SPDV khong lién quan, dic biét viéc kinh doanh trong nganh
hang khong co tinh canh tranh cao, théng qua cac kénh phan phéi duoc st dung dé
VNA tung san phdm méi cho cac khéch hang hién tai, khi SPDV méi c6 mé hinh kinh
doanh khéng theo chu ky so voi san pham hién tai.

- Da dang héa SPDV theo chiéu doc: 1a viec VNA bd sung thém hoat dong kinh
doanh méi khéng lién quan dén cac hoat dong kinh doanh dich vy hién tai ciia VNA,
cac yéu t6 ma VNA can quan tdm khi da dang hoa san phim theo chiéu doc nhu viéc
xay dung loi thé canh tranh; sy khac biét hoa ciia SPDV so véi d6i thi canh tranh;
kiém soat cac KHCN bo sung (trong ciing mét linh vuc san xudt nhung lién quan dén
cdc giai doan khdc nhau ciia quy trinh san xudt); viée cit giam chi phi san xudt.
3.3.1.3 Giai phap vé dich vu két nbi hang khong cta Vietnam Airlines:

Hoan thién dich vu két ndi trong dich vu VTHK bang duong hang khong cho
VNA thoi ky hdi nhap va lién minh SkyTeam, day 1a mot trong cac giai phap cua san
pham tiém nang duoc cho tai so dd hinh 3.3:

- Gidi phdp vé dich vu két néi phwong tién véi VNA: viéc két ndi da phuong tién
(dwong bg, dwong sat) véi cac CHKSB 1a can thiét trong giai doan hoi nhap va
LMHKQT dbi v6i cac hiang hang khong hién nay nham dap tng lich trinh di lai khép
kin cta hanh khach theo phuong phdp O_D (nghia la thoi gian di lai cua hanh khach
duoc tinh trong cd mot qud trinh tir diém xudt phat O-Ogirin dén diém két thiic hanh

trinh cuéi cung D-Destination). Cac phuong tién két nbi dich vu hang khong can dam


http://vi.wikipedia.org/wiki/S%E1%BA%A3n_ph%E1%BA%A9m
http://vi.wikipedia.org/wiki/S%E1%BA%A3n_ph%E1%BA%A9m
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http://vi.wikipedia.org/wiki/Kinh_doanh
http://vi.wikipedia.org/wiki/S%E1%BA%A3n_ph%E1%BA%A9m
http://vi.wikipedia.org/wiki/Kinh_doanh
http://vi.wikipedia.org/wiki/Kinh_doanh
http://vi.wikipedia.org/wiki/Kinh_doanh

- 115 -

bao chit luong dich vu va gia thanh, phong cach phuc vu, ... dé tao thuan tién cho
hanh khach khi ¢6 nhu cau sir dung dich vu két ndi phuong tién, déng tho1 cac chi phi

phat sinh chuyén di dugc tinh va chi tra mot 1an khi hanh khach thanh toan mua vé

may bay.
Két ndi da phuong tién
Phuong tién K ,
Dam bao chat lugng, dich vu
e Da dang hoa hinh thuc thanh toan
Giai phap Ngan hang - ,
hoan thi¢n On dinh hé thong thanh toan

dich vu két

néi hang - Hoan thién dich vu bd tro mat dat
khong Vién thong ]< v
cho VNA B0 sung dich vu trén may bay

"/
Du lich Da dang Tour du lich tron goi
khdch sn Cung cip thong tin diém dén kip thoi

Hinh 3.3: Giai phap hoan thién san phdm dich vu két néi hang khéng cho VNA

- Gidi phdp vé dich vu két néi thanh todn ngdn hang véi VNA: viéc VNA két ndi
cac dich vu thanh toan ngan hang nhim da dang héa hinh thirc thanh toan cho hanh
khach trong qua trinh giao dich mua vé dic biét trong xu thé toan cdu héa vé KHCN
ngay nay - mua ban va thanh toan truc tuyén, do viy hé théng thanh toan truc tuyén
khi két ndi véi cac ngan hang can tmg dung thao tac don gian, tuyét d6i an toan va bao
mat, ddm béo su 6n dinh trong qua trinh van hanh hé théng dé tranh nhitng 16i k¥ thuat
gy anh huéng dén qua trinh thanh toan.

- Gidi phdp vé két néi dich vu vién théng véi VNA: qua trinh két nbi cac dich vu
vién thong trong dich vu VTHK bang duong hang khong 1a cap thiét hién nay khi ma
viéc ing dung cong nghé thong tin chiém linh trén toan dién cac linh vuc nganh nghé.
Trong hang khdng két ndi dich vu vién thong nham cung cap kip thoi thong tin chuyén
di cua hanh khach tir viéc quan 1y ho so bay, nhiing thay doi vé ké hoach bay do chii
quan va khach quan mang lai cho dén viéc cung cép cac dich vu giai tri trén thiét bi
vién thong, xong cac dich vu nay van dang co han ché va chua duoc ing dung trén hau
hét cac chiang bay. Tai Viét Nam, cac Hang hang khong can nghién ctru viéc dau tu

cac dong may bay siéu hién dai nhu A350, A380, B787 theo tiéu chuan khach san 5
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sao di dong, trong do tich hgp va img dung cac dich vu vién thong nham dap tmg nhu
cau cua hanh khach vé két néi dién thoai, két ndi wifi, phuc vu trong cong viéc, thong
tin lién lac hodc gia ting dich vu giai tri trén chuyén bay qua d6 ning cao chat luong
dich vu va nang luc canh tranh cho cac Hang hang khéng noi chung va cho VNA noi
riéng.

- Gidi phdp vé dich vu két néi du lich va khdach san véi VNA: tai Viét Nam cac
hang hang khong di lién két voi cac don vi 1if hanh va hé thong khach san trong va
ngoai nudc dé cung cap cho hanh khach nhimg san phim tour du lich tron géi va
phong nghi khach san. Song thuc té nhu cau cua hanh khach con cao hon nita trong khi
st dung dich vu hang khong, do 1a vi¢c két ndi cac thong tin va cac dich vu lién quan
dén lich trinh chuyén di nhu thong tin vé: cac dia danh di/dén; van hoa; phong tuc;
ngon ngir; am thuc; thoi tiét khi hau; gia ca thi truong; ... . nham cung cép kip thoti cac
thong tin lién quan dén chuyén di dé khach hang lua chon va chu dong trong hanh
trinh chuyén di.

3.3.2 Hoan thién chinh sdach gia cho Vietnam Airlines
Hoan thién chinh sach gia trong dich vu vén tai hanh khach bing duong hang

khong cho VNA théng qua cac giai phap dugc mo ta tai so d6 hinh 3.4:

Cau hang khong

Ung dung Iy thuyét Cung hang khéng

— kinh e hoc hi¢n dgi Can bang thi truong
Giai phap hoan thién .
chinh sach gia ) ] Quy luat canh tranh
Xay dun .
y dung Téi da hod loi nhuan

mé hinh tinh gia J

\

Hinh 3.4: Giai phap hoan thi¢n chinh sach gia cho Vietnam Airlines
3.3.2.1 Ung dung ly thuyét kinh té hoc hién dai:
a) THUYET VE CAU HANG KHONG
Cau hang khong tap trung nghién ctru hanh vi, thai d6 nguoi mua d6i véi ting
SPDV trong mdi quan hé véi gia ca duge mo ta qua d6 thi hinh 3.5 - [10] [11] [12]. Co
s& dé hinh thanh nén cau d6i véi van tai hang khong 1a nhu cau SPDV, con cau ddi véi
san pham hang khong 1a pham tri kinh té, 1 két qua lya chon ctia ngudi tiéu ding pho

hop v6i kha nang cua ban than, can phan biét rd cau doi véi van tai hang khong.
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- Thi nhét, cau 1a mdi quan hé chir khong phai 1a mét dai lwong, véi mot muc gia
ca P; cu thé, con goi 1a luong cau, ky hiéu 1a Qg = Qq(Pi). Vi du, trén 1 chuyén bay Ha
Noi - Sai Gon tng voi mirc gia 2,5 triéu dong thi luong khach mua vé 13 100 nguoi,
néu ting gia vé 1én 3 triéu thi luong khach mua vé s& giam xudng con 70 ngudi. Vay
trong truong hop cau chuyén bay nay khong d6i nhung luong ciu (s6 khdch mua vé)
lai gidm 43%, khi gia cude tang 20%.

- Thi hai, cau lién quan dén luong san phim hang khong dugc hoéi mua, chir
khong phai luong san phadm hang khong d3 dugc mua. Vi dy, trén dudng bay Ha Noi -
Sai Gon trong dip ra Tét c6 100.000 luot hanh khach dugc chuyén chd, didu d6 khong
c6 nghia 13 luong cau trong thang d6 chi 13 100.000 hanh khach ma luong ciu c6 thé
cao hon luong hanh khach da dugc van chuyén, vi ¢6 thé con ¢6 nhiéu nguoi hoi mua
vé nhung khong duoc dap tmg do hét chd trén cac chuyén bay vao dip cao diém.

- Thi ba, cdu ludn gin v6i mot loai san phadm hang khong cu thé nhu, san pham
van chuyén hang khong tir Ha Noi - Sai Gon do VNA va Vietjet Air thuc hién 1a 2 loai
san pham khac nhau, nén cau ciing khac nhau. Luong san phdm hang khong duoc hoi
mua trong vong mot thang ciling khac so véi mot ngay. Luong vé may bay do cac
khéach du lich va do khach cong vu héi mua 1a khac nhau, nén cau cta khach du lich
khac v6i cau cua khach cong vu. Tuong tu nhu vy, luong vé may bay duoc hoi mua
trong diéu kién nén kinh té suy thoai khac nhiéu so véi trong diéu kién khi nén kinh té

phat trién 6n dinh, ngudi dan 1am an phat dat.

Pd A . PS y
P>
P
0 Q: Q1 Qq 0 Q1 Q> Qs
Hinh 3.5: D6 thi vé cau doi véi Hinh 3.6: D6 thi vé cung ddi voi

SPDV hana khona SPDV hana khona
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Do vay, khi biéu dién cau dudi dang db thi, trong d6 truc tung biéu thi gia ca cia
san pham hang khéng (P) va truc hoanh biéu dién lugng san pham hang khong dugc
hoi mua (Q), s& nhan duoc duong ciu qua do thi hinh 3.5 mé ta duong cau D dbc
xudng, ddy ciing 13 xu thé chung cua cic duong cau hang khong. Piéu nay cho thay,
trong diéu kién cac yéu td khac khong thay ddi, gia ca ctia san phdm hang khong cang
cao thi luong san pham hang khong d6 duoc hoi mua cang it va nguoc lai, gia vé cang
thap thi khach hoi mua cang nhiéu. Vi mdi quan hé ty 1& nghich nay luén dang véi moi
san pham hang khéng, nén dugc goi d6 13 quy ludt cau. Viéc gia ca va luong cau lai
chuyén dong theo chiéu nguoc nhau, dé 1a hiéu tng thay thé va hiéu tmg thu nhap.
Theo hiéu tng thay thé, khi gia cudc ciia mot hing hang khong ting 18én, khach hang
s& tim dén hang hang khong khac hay loai hinh van tai khac ciing dua khach hang dén
diém can dén. Theo hiéu g thu nhap, khi gia cude van chuyén hang khong ting lén,
khach hang s& cam thdy minh nghéo di twong dbi, thay vi mdi nim 2 1an bay tir Ha Noi
vao Sai Gon gior khach hang chi bay mot 1an. Tuong ty trén duong ciu Dy dich chuyén
1én trén so v6i duong cau D trong truong hop gia ting tir P, &én P, nhung luong khach
di may bay khong d6i, diéu nay xay ra vao nhing dip cao diém L& tét khi nhu cdu cua
khach ting cao, hing hang khong ting gia dé t6i da hoa doanh thu. Nguoc lai trong
mua thip diém, hing hang khéng giam gia thi luong khach van gitt nguyén hodc ¢
giam di, lic ndy dudng cau c6 xu hudng dich chuyén xudng dudi so véi duong cau D.

b) THUYET VE CUNG HANG KHONG

Cung hang khong 13 viéc hing hang khong bén ra thi trudng nhitng san pham ma
hdng co. Ly thuyét cung hang khong gitip khdm phé nhiing khia canh khac nhau trong
mdi quan hé giita luong san pham dugc chao ban va gia ca twong ung véi san pham
h@ng hang khéng chao ban. Nhu moi doanh nghiép khac, cac don vi hang khong ciing
can cac nguén luc dé san xuit nham dat dugc muc tiéu 1gi nhuén tdi da, nhirng thudc
tinh trén ctia cac don vi hang khong 13 co s dé xay dung 1y thuyét cung hang khong.

San pham hang khong duoc VNA cung tng trén thi truong VTHK duoc goi 1a
ghé cung umg. Diéu can quan tim & ddy la lugng tai cung ung trén thi trudng c6 mbi
quan hé nhu thé nao v&i mirc gia cudc trong diéu kién cac yéu td khac khong thay doi.

Twong tu nhu ciu hang khong, can phan biét noi dung cung hang khong:
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- Thw nhflt, tuong ty nhu cﬁu, cung la mbi quan hé chu khong phai 1a mot dai
luong, tng vi mdi mire gia Pj, ta ¢ luong san pham dugc chio ban Qs = Qy(Py);

- Thi hai, luvong cung 13 luong san pham dugc chao ban trén thi truong hang
khong tmg voi mirc gia xac dinh nao d6, no khac vé ban chét voi lugng san pham da
dugc ban trén thi truong hang khong theo mirc gia nay;

- Thir ba, 1a vi¢c cung dugc xac dinh ung vé1 khoang thoi gian va cac diéu kién cu
thé nhu, trén dudng bay Ha Noi - Sai Gon hing hang khong ban ra voi muc gia 2,5
triéu dong/vé tng véi 100 khach mua vé/chuyén bay, con tng véi muc gia 3 triéu
ddng/vé lugng khach mua vé giam xudng con 70 khach mua vé/chuyén bay.

Do vay, khi biéu dién cung dudi dang db thi, truc tung biéu thi gia ca (P) va truc
hoanh biéu dién luong san pham dugc chao ban trén thi trudng (Q). Cac dudng cung
san pham hang khong thuong c6 xu hudng di 18n, c6 nghia 1a trong diéu kién cac yéu
t6 khac khong thay doi, gia ca cia san pham hang khong cang cao thi luong san phim
nay duoc chao ban cang nhidu va nguoc lai, gia ca cua ching cang thap thi luong cung
cling cang it. M6i quan hé ty 1¢ thuan gitta gia ca va luong cung dugc goi la “quy luat
cung hang khong”. Khac voi quy lut ciu hang khong luén mang tinh phd bién d6i voi
moi san phdm hang khong, “quy luit cung hang khong” khéng phai lac ndo cing
dung, c6 mot sb trudng hop dudng cung khong hé co xu hudng di 1én.

Do thi hinh 3.6, mé ta duong cung S ciing c6 chiéu di 1én theo “quy luit cung
hang khong”. Nghia 1a khi gia vé ting tir P; dén P, thi A truot dén B tng véi luong
khach hang ting tir Q; - Q,, duong cung S khong thay doi chi c6 luong cung thay doi
tang 1én theo huéng tir A dén B. Mua cao diém, hing hang khong thuong ting gia vé
nham t6i da hoa doanh thu va loi nhuan, nhung luong khach hang di lai ciing khong
giam ma lai tdng theo ty 1¢ thudn véi gia vé. Tuong tu khi mirc gid ban ra tuong ung
v6i mot hang gia vé ¢ dinh ma van thu hat dugce nhiéu khach hang thi lac d6 thi
truong vao mua cao diém, mo ta qua do thi duong cung S tai mic gia c¢b dinh P, khi
hang hang khong di tang gia vé kich tran thi luong khach van ting tir Q; 1&n Q, va thé
hién duong cung S;. Nguoc lai, khi mic gia cd dinh giam xudng luong hanh khach
van khong ting va c6 nguy co giam di, thé hién dudng cung S tai mirc gia P, khi hang

hang khong giam gia vé xubng kich san thi lugng hanh khach khong tang ma giam di.



- 120 -

¢) THUYET VE CAN BANG THI TRUONG

Pé hang hang khong dua ra thi trudng mirc gia phit hop can phai nghién ciru quy
luat can bang thi trudng nghia 13 can bang cung cau. D thi hinh 3.7, mo ta trang thai
can bang thi truong hang khong - [10] [11] [12].

Khi nghién ctru vé cac 1y thuyét cdu va cung hang khong, cho thidy mirc gia ting
1én kéo theo lugng cung ting 1én trong khi lwong cau lai giam di va nguoc lai, mirc gia
ca giam xudng kéo theo lugng cung giam xudng trong khi lwong cau lai ting 1én, co
nghia 13, d6i v6i ngudi ban thi gia ca thap 13 sy vo 1y, con dbi véi ngudi mua thi gia ca
cao la vo ly. Do thi hinh 3.7, tai murc gia can
bang thi trudong, lugng san phim dugc hoi
mua dang bang lugng san phim duoc chao
ban, c6 nghia 1a ngudi mua s€ mua dugce du
luong san phim minh cin mua va nguoi béan

s€ ban hét lugng san pham minh can ban.

Luong san pham hang khong ma cd nguoi

v

mua va ngudi ban déu cam thiy thoa man nhu . : :
7 ‘ 0 Q Qe Q
vay dugc goi la lugng san pham can bang. Hinh 3.7: D6 thi vé can bang thi

Néu biéu dién cung va cau trén db thi, truong trong van tai hang khong
thi khi ta thiy gia can bang, ky hiéu 1a Pg, chinh 13 tung do cia giao diém hai dudng
cau va cung, con luong hang hoa can bang, ky hiéu 1a Qg, 1 hoanh do cua né. Piém E
trén d6 thi c6 tung d bang gia can bang va hoanh d bang luong san pham can bang
duogc goi 1a diém can bang thi truong (hodc diém cdn bang). P6 chinh 1a giao diém cia
duong cau D va duong cung S.

Khi trén thi truong hang khong gia ca c6 dinh & mirc can bang, do d6 lugng san
pham hang khong ciing ¢6 dinh & mirc can bang, thi ngudi ta néi rang thi truong dat
trang thai cdn bang. Trong thuc té, thi trudng hang khong vo cling niang dong, cac yéu
t6 luén van dong khong ngimg, khién cho cung va cau hang khong ciing ludn dich
chuyén. Mai lan cung, hoac cau, hodc ca hai dich chuyén thi déu khién cho thi truong
mat di trang thai can bang. Dé tai 1ap trang thai cAn bang tuong tmg véi diéu kién moi,

gia ca va luong san phim hang khong ciing phai chuyén dich.
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Khi ca cau hang khong va cung hang khong trén thi trudng hang khong cung dich
chuyén dong thoi nhu, cau hang khong ting trong khi cung hang khong giam, trong
truong hop ndy, gia san phim hang khong ting manh do chiu tac dong kép cua viéc
ting cau hang khéng va giam cung hang khong. Trong khi d0, su bién ddi cua luong
san pham hang khong s& tuy thudc vao méi twong quan vé bién doi gira cung hang
khong va cau hang khong, néu cung hang khong giam manh hon, thi lugng san pham
thuc té& trén thi truong hang khong s& giam va nguoc lai, néu ciu hang khong ting
manh hon, thi luong san pham nay sé ting.

Nhirng nd1 dung dugc trinh bay trén, cho théy su ky di€u cua thi truong van tai
hanh khach bang duong hang khong trong viéc xac 14p va tai xac 1ap trang thai can
bang. Bat ké dudng cung hang khong va dudng cau hang khong ra sao, chiing cit nhau
& dau thi tai d6 tu dong trd thanh diém can bang thi truong. Bét ké duong cung hang
khong, hay dudong cau hang khong, hay ca hai dudng nay dich chuyén ra sao thi giao
diém cua cac duong sau dich chuyén 1ap tic tro thanh diém can bang méi.

Thuc té dién ra trong hang khong dan dung c6 nhitng khac biét dang ké so voi
nhimg gi da nghién ctru. Trong nhing trudng hop cu thé, thi trudng hang khong chiang
thé nao ty doéng xac lap hay ngay lap tirc tai xac 14p trang thai cin bing cta minh.
Mudn thyc hién duge chic ning tu diéu tiét ctia minh, thi truong hang khong phai can
dén thoi gian va cac diéu kién phu tro khéc, d6 chinh 1a gidi han kha nang tu diéu tiét
cua thi truong hang khong.

d) QUY LUAT CANH TRANH TREN THI TRUONG

Bdi canh lién minh toan cau trong van tai hang khong tao ra su canh tranh ngay
cang gay gat, mot trong nhitng nét dic trung cia canh tranh 1a chi xay ra trong diéu
kién khi c6 sy mat can bﬁng gitra luong cau va luong cung, tirc 1a hodc khi luong ciu
vuot qua luong cung, thuong goi 13 khan hiém hay thiéu hut cung, hodc nguoc lai khi
luong cung vuot qua luong cau, thuong goi 1a thiéu hut cau. Vi du ching bay Ha Néi -
Sai Gon, trong mua thap diém luong nguoi di trén ching bay nay it hon luong ghé
cung Ung nén xdy ra tinh trang thiéu hut cau, cac hing hang khong phai canh tranh véi
nhau khan hiém khach. Nguoc lai, trong mua cao diém sau Tét Nguyén dan, lugng

ngudi mudn di trén ching bay nhiéu hon lugng ghé cung tmg nén xay ra tinh trang
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thiéu hut cung va nhimg nguoi mudn di may bay trén ching bay nay phai canh tranh
v6i nhau vi s6 ghé cung tng khan hiém, néu triét tiéu duoc sy thiéu hut d6 thi canh
tranh trén thi truong hang khong ciing tu dong mat di.

Quy ludt canh tranh ciia Vietnam Airlines dwoc thé hi¢n thong qua ni dung:

- Canh tranh bang gid ca, khi dudng cau hang khong doc xubng chimg t6 ngudi
mua luén mong mudn duoc mua san phim hang khong véi gia ca cang thap cang tot.
Néu don vi hang khong c6 dudng cau ddc xudng ddi voi san pham ctia minh, thi giam
gia s& lam ting luong ciu ctia don vi hang khéng. Vi vay, gid tré thanh mot cong cu
duogc don vi hang khong st dung dé canh tranh véi cac ddi tha canh tranh. Vi du, VNA
nhd giam 10% gia cude ma ting duge lwong cau tir 1.500 1én 2.000 hanh khach, trong
khi dung lugng thi trudng van giit nguyén bang 10.000 hanh khach. C6 nghia, thi phan
ciia VNA tang tir 15% 1én 20%. Tuy vdy, diéu trén chi ding khi tit ca cac d6i thu canh
tranh déu khong hé c6 bat ky phan tng gi trude viée don phuong giam gia cia VNA.
Trong trudng hop nguoc lai, khi tit ca cac hang hang khong déu dong loat giam 10%
gid cudce thi lvong cau cua mdi hing hang khéng déu ting do luong cau téng cong
ting 1én, nhung thi phan cua ching van khong thay dbi, day chinh 13 han ché cua canh
tranh bang gia trong kinh doanh dich vu VTHK bang duong hang khong.

- Canh tranh ngodi gid, véi muc dich lam cho cau ddi v6i san pham thay doi theo
huéng c6 loi ma khong can dén bién phap giam gia. Co sd cia canh tranh ngoai gia 1a
su dich chuyén cia dudng cau hang khéng khi cac yéu t6 ngoai gia anh huong 1am
thay d6i. Dya trén nguyén 1y nay, don vi hang khong chi can tac dong c6 chu dich dén
cac yéu t6 nay 1a c6 duoc két qua nhu mong mudn. Vi du, néu VNA ting dugc lugng
cau tir 1.500 hanh khach 1én 2.000 hanh khach bang viéc nang cao chét lugng SPDV,
trong khi dung luong thi trudong van giit nguyén bang 10.000 hanh khach, thi diéu nay
c¢6 nghia 13 thi phan ciia VNA ting tir 15% 1én 20% ma khong can ding dén bién phap
giam gia cude. Tuy nhién, & day c6 thé chi ra 2 nguyén nhan cha yéu khién cho canh
tranh ngoai gia dugc ap dung rong rai trong hang khong: Thir nhat, cic don vi hang
khong thudng cho rang canh tranh ngoai gia c¢6 thé dem lai wu thé lau dai cho minh
trude cac ddi thu canh tranh, vi viéc thay d6i SPDV, hoan thién cong nghé san xuat va

hiéu tmg ctia quang céo khong cé thé nhanh chéng va dé dang bat chude nhu viée
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giam gia dé canh tranh 1an nhau. Thi hai, cac don vi hang khong thuong c6 ngudn luc
tai chinh du 16n dé diy manh cong tac xtc tién quang céo va phat trién ban SPDV trén
thi trrong, 1a nhirng khia canh quan trong khac ctia canh tranh ngoai gié.

Ngay nay khi xu huéng hoi nhap va LMHKQT ngay mdt sdu rong, cung vdi viée
mo ctra bau troi va tu do hoa thi trudng hang khong kéo theo cac don vi hang khéng
van thuong hop tac véi nhiéu hinh thirc va nhiéu linh vyc khic nhau dé déi bén cing
c6 loi. Vi dy, VNA c6 thé chip nhan nhuong cho Japan Airlines quyén khai thac
duong bay Ha Noi - Singapore 1a thi trudng cia VNA, véi diéu kién VNA duogc quyén
khai thac duong bay Tokyo - Seoul 1a thi truong ctua Japan Airlines. Nguoc lai, néu
Japan Airlines cho rang viéc trao doi nhu vay 1a khong loi cho minh, nghia 1a duong
bay Tokyo - Seoul “hdp dan” hon duong bay Ha Noi - Singapore va tir chdi nhudng
cho VNA khai thac dudng bay Tokyo - Seoul, thi VNA ciing c6 thé phan tng lai bang
viéc tir chdi cho phép Japan Airlines khai thac duong bay Ha Noi - Singapore.

Viéc hop tac gitra cac don vi hang khong néi chung va cac hang hang khong noi
riéng con dién ra trén cung mot thi trudng ma ho déu 1a cac ddi thu canh tranh 13n
nhau. Dién hinh trong trudng hop nay 13 nhirng thoa thuin chinh thirc dudi dang vin
ban hodc phi vin ban, giita cic don vi hang khong vé thiét 1ap gia ca hodc san luong
timg bén, hodc vé phan chia thi trudng tiéu thu SPDV. Vi du, VNA va Japan Airlines
thoa thudn hop tic v6i nhau trong cac linh vuc tir mire gia cude chung cho dén trao ddi
chd trén chuyén bay, bay chung sb hiéu chuyén bay, ... Diéu tiét song phuong ddi voi
van tai hang khong qudc té dang truyén thong vé thuc chat 1a viéc hop thirc hod nhiing
nhitng thoa thuan chinh thirc ndy. Hé qua cta nhimng thoa thuan, hop tac gilta cac dbi
thu canh tranh 14 1am gidm muac d§ canh tranh trén thi truong hang khong c6 nguy co
chuyén dich theo hudng tir canh tranh thuan tuy sang doc quyén thuan tuy. Boi vay,
nhirng thoa hiép hop tac nhu vy 1a can thiét trén goc do loi ich cta cac don vi kinh
doanh hang khong, nhung lai 14 khong tich cuc dudi goc d logi ich xa hoi.
3.3.2.2 Giai phap xay dyng mo hinh tinh gia nham t6i da hoa lgi nhuén:

a) XAY DUNG MO HINH TINH GIA:
Can clr vao 1y thuyét kinh té hoc hién dai d3 duogc tac gia phan tich dua trén quy

luat cung - cau - can bang thi trudng va quy luat canh tranh & trén. Dé lya chon va xay
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dung mé hinh tinh gid nham t5i da hod lgi nhuan, tic gia tap trung di sau nghién ciru
su phan biét gia dé tim ra giai phap hiru hiéu nham ap dung cho dic thu cia nganh
dich vu VTHK bang dudng hang khéng, bao gdbm - [10] [11] [12]:

- Phén biét gia cAp 1: c6 nghia la doanh nghiép kinh doanh hang khong biét dugc
murc gia ma mdi nguoi tiéu dung (khach hang) chap nhan tra cho 1 don vi SPDV cua
doanh nghiép cung tmg. Néu SPDV nay khong mua di ban lai dugc thi doanh nghiép
hang khong c6 thé dinh gia khac nhau cho mdi khach hang. Nhu vy, v6i gidi phap
phan biét gia cap 1 néu ra & trén thi doanh nghiép hang khong chua dat duoc muc tiéu
toi da hoa loi nhuan.

- Phan biét gia cap 2: theo quy luat cung - cdu tai do thi dudng cau hinh 3.8 cho
thay:

+ Doanh nghiép hang khong mudn
dugc tra gia Py néu nguoi tiéu ding
(khach hang) mua it hon X don vi san
pham;

+ Khéach hang mua vuot qua X don vi

san pham (fwong vmg Y san phdm),

n

0 X Y Z Qsén phdm
gia P1 d6 la murc gia trung binh; Hinh 3.8: do thi vé dudng ciu cua hanh khach

doanh nghi€p hang khong dugc tra

+ Tuong tu, khach hang mua vuot

qua Y don vi san pham (fwong vmg Z san phdam), doanh nghiép hang khong dugc tra
gia P, d6 1a mirc gia con thap hon P, va thap hon nhiéu so vdi mirc gia Py,

+ Nhu vay, tong doanh thu ciia doanh nghiép hang khong dugc xac dinh qua timg néc,

thé hién trén d6 thi 3.8 nhu sau:

X don vi tuong tng vo1 muc gia :Po
(Y - X) don vi tuong ing v4i muc gia :Py
(Z-Y) don vi tuong Gtng voi mirc gia Py

+ Bang cach dinh nhiing muc gia khac nhau cho s luong san pham khac nhau cé thé
tang doanh thu va loi nhuan 1én kha nhiéu, néu doanh nghiép hang khong chi dinh 1

muc gid duy nhat ma hang hang khong muon ban dugc nhiéu san pham (Z don vi san
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phdm), doanh nghiép hang khong s& dinh mirc gia P, véi doanh thu twong tng 1a dién
tich Spoez it hon nhiéu khi dinh nhiéu muc gia.

+ Tuy nhién, phuong phap dinh gia theo phan biét gid cip 2 nay chi thich nghi véi
dich vu cong (nhw dién, nwée, ga) ma chua phi hop véi nganh dich vu VTHK bang
duong hang khong.

- Phén biét gia cap 3: phu hop v&i nganh dich vu vén tai hanh khach bang duong
hang khéng, viéc xdy dung gia nham tdi da hoa lgi nhudn va thoa méin cac yéu cau:

+ V& tinh chat chuyén di caa hanh khach (di du lich, tham than, di héi thdo, hdi cho, di

du hoc, lao dong, di cong tac, cong vu ...);

+ Va chuyén di c6 thé dugc thuc hién theo ké hoach, duoc thay dbi gid di hay co thé

huy bo, ... (Vé dwgce hoan lai va vé khéng dwoc hoan lai tién tuy theo diéu kién gid vé)
> Duwdi ddy la qud trinh bién doi va xdy dwng céng thirc m6 hinh tinh gia nham

t6i da hod lgi nhugn theo gidi phdp “Phdn bi¢t gid cdp 3”:

Xuét phat tir cong thirc truyén théng (3.1) dugc 4p dung trong nhiéu nim qua vé
ky thuat dinh gia ciing nhu cac kiéu dinh gia trong doanh nghiép théng qua phuong
phap gia thanh cong thém (con goi la phuong phdap dinh gid dwa vao chi phi). Cong
thire (3.1) cho thiy viéc xac dinh gia ban dua trén ty suit loi nhudn (nghia la thém vao
mét phan loi nhudn, théng thuong dwdi dang % dwoc goi la % céng thém hay la ty
sudt loi nhudn). Viéc ap dung tinh toan ctia phuong phap ndy bao gom 2 giai doan va
duoc bién dbi theo cac budc sau:

- Budc 1: tinh chi phi cho 1 don vi SPDV vi chi phi don vi ndy bién d6i theo san
lugng nén tinh todn nay phai duogc tién hanh dua trén mot mirc san luong gia dinh nao
do, thuong duogc tinh theo mot ty 1€ nhét dinh cua cong suat thiét ké tir 2/3 dén 3/4 san
lugng ctia SPDV tiéu thu.

- Budc 2: doanh nghiép hang khong s& thém vao phan loi nhudn (théng thuong
dudi dang %) vao chi phi trung binh da tinh dugc. Phan thém vao ndy nham trang trai
mot vai chi phi khong thé tinh vao cho 1 loai san phadm nao noi riéng va dé dam bao
phan sinh 10 nhét dinh cho von dau tu ctia hang hang khong.

Do vay, tir cong thirc (3.1) sau khi bién d6i thanh cong thirc (3.2): duoc goi 1a %

cong thém (hay con goi la ty suat loi nhudn).
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_ , s——> 22
P=C+p) |59 P c (3.2)

Trong dé: P: gia cta 1 don vi san pham. C: chi phi trung binh 1 don vi san pham.

p’: Ty suét loi nhuén. (P - C): loi nhuan 1 don vi san pham.

Vi dac thu kinh doanh dich vu VTHK bang dudng hang khong, viéc 4p dung
cong thirc (3.1) va (3.2) chua t6i wu trong qua trinh dinh gia ban SPDV hang khéng
(dinh gid vé hanh khdch) nghia 1a chwa t6i wu héa loi nhuan cho hing hang khong véi
nhiéu loai san pham (nhiéu hang gid vé hanh khdch). Dé t6i da hoa lgi nhuan can bién
d6i cong thire (3.1) dua trén thuyét cung - cau thong qua hé sé co dan (dan hoi) cua
cau theo gia (1) va cong thirc doanh thu bién (MR); chi phi bién (MC), cac cong thirc
ap dung va duoc bién d6i nhu sau:

- Hé sd co din cua ciu theo gia (n): 13 thudce do su nhay cam cia luong cau ddi
v6i sur thay doi gia ban ctia ban than san pham (théng thuong dp dung cong thire tinh

hé 5o co dan doan). Cong thic tinh hé s6 co dan doan cta cau theo gia dugc xac dinh

theo cong thuce (3.3): AQ P dQ
NM="% = X 1p

, = X
Trong d6:  AP: su thay doi cua gia ban. AP Q dP | (33)

AQ: su thay ddi cta luong cau.
P = (P1 + P2)/2: Gi4 ban binh quin cua 1 don vi san pham.
Q=(Q1 + Q2)/2: San lugng binh quan ban dugc trong ky.
n: Hé s co dan (dan hoi) cua cau theo gia (vi gid va lwong cau cé méi
quan hé nguoc chiéu nén n co gia tri am, dé thudn tién cho viéc sir dung
trong qud trinh tinh todn, quy wéc dimg gid tri tuyét doi). Nhu vay 1 s&
c6 céc truong hop sau xay ra:
+ Néu | 1 1= 0 thi cau hoan toan khong co dan;
+Néu 1n 1= 1 thi cdu co din don vi;
+Néu 1 n 1> 1 thi ciu twong ddi co dén;
+Néu1n 1< 1 thi cau it co dan;
+ Néu 1 1 1 = o thi cAu hoan toan co dan.
- Trong Iy thuyét kinh t& hoc hién dai, doanh thu bién (MR): 1a sy thay ddi cua
doanh thu khi doanh nghiép ban thém 1 don vi san pham va duoc ky hiéu 1a MR. Cong
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thire tinh doanh thu bién (MR) dugc xac dinh tai (3.4), qué trinh bién ddi va thay hé s6
n tir cong thirc (3.3) vao (3.4) ta dugc cong thire tinh MR (3.5):

_dTR _d(P.Q) _ ap _ Q dpPy _ 1
MR = R .4):> MR P+QdQ P(1+deq) P(l ﬂ)

(v6i TR 1 tong doanh thu dwoc xdc dinh: TR = Y™, Qi. Pi).

(3.5)

- Tuong tu trong 1y thuyét kinh té hoc hién dai c6 dé cap dén chi phi bién (MC): Ia
su thay doi ctia tong chi phi san xuit khi doanh nghiép san xuét thém 1 don vi SPDV,
ky hi¢u la MC.

- Piéu kién dé tdi da hoa loi nhuan khi doanh thu bién bang chi phi bién (MR =
MCQ), tir d6 rut ra dugc cong thire tinh gia P cho 1 don vi SPDV sau khi thay vao cong
thire (3.5) va bién ddi theo MC, ta dugc cong thire (3.6):

1+ |Bién ddi theo ham MC 1
MR = MC = P(l——) P=MC—1
1 (1-=) | 38

m
Thay chi phi trung binh C & vé phai cong thirc (3.1) bang chi phi bién MC trong

cong thirc (3.6) {C = MC} va thay P tai vé trai cong thirc (3.1) bang vé phai trong
cong thire (3.6), uwéc luge MC cua 2 vé va tiép tuc bién doi dé rat ra p’ theo cong thuc
(3.7). Hay néi cach khac, doanh nghiép muén t6i da hoa loi nhuan khi cong thém vao
chi phi bién MC (ma khéng phdi la chi phi trung binh C), mot ty suat loi nhuén (p’) co
gi4 tri duogc tinh tai cong thuc (3.7), diéu nay di cho thy ty suit loi nhuan (p’) hoan
toan tiy thudc vao do co dan theo gia cia cau (1), theo cach tinh tai céng thic (3.7)

hoan toan khac véi cach tinh tai cong thirc truyén thong (3.2):

MC;=ME[1+p“] | (1+p) = !

1
F —
1 =P T oy !
(1-7) (1-3) (1-3) @7
- Cong thirc co din theo gia cta cau () d6i v6i kinh doanh dich vu VTHK bang

duong hang khéng dugc str dung nhiéu dé tinh toan co dan theo gia cta cau vé gia vé
may bay cho tung hang gia vé, qua d6 xac dinh dugc thi truong khach hang muc tiéu
dé doanh nghiép hang khong dua ra cac chinh sach gia hiru hiéu Iy nham tdi da hoa loi
nhuén trong bdi canh LMHKQT va canh trang gay gat hién nay trén thi truong,

b) VAN DUNG MO HINH TINH GIA

Nham kiém dinh cong thirc (3.7) dé tinh gia vé trong pham vi thi trudng ndi dia
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ap dung cho 2 ching bay thuong mai Ha N6i - H6 Chi Minh va Ha Noi - Pa Néng.
Viéc van dung mo6 hinh tinh gia dé tinh toan so liéu cho Vietnam Airlines trén duong
bay noi dja, nham toi da hoa loi nhuan théng qua phan biét gia cap 3 (fwong ing voi
cdc hang vé phuc vu khach hang).

Qua trinh tinh toan dya trén cac s6 liéu thong ké cho tai [Phu luc 07] vé két qua
van chuyén khach ctia Vietnam Airlines theo phan hang gia vé trén 2 dudng bay noi
dia Ha Noi - H6 Chi Minh va Ha Noi - Pa Ne:tng tr ndm 2010 dén nam 2014, van
dung cac cong thuc trén ta duoc két qua tinh toan cho tai bang 3.2:

Bang 3.2: Téi da hoa loi nhudn cho Vietnam Airlines thong qua hang gia vé

Hang Ha Ni - Ho6 Chi Minh
TT Loai vé dat
chd P Q AP AQ n
1 | Thuong gia JIC | 4.800.000  187.639 | 750.000 -27.654 -0,94
2 | Pho thong M/K | 2.500.000 369.406 | 400.000| -125.006  -2,11
3 | Khuyén mai E/P | 950.000 410.327  250.000 - 286.120 | - 2,65
Hang Ha Noi - Pa Ning
TT Loai vé dat
chd P Q AP AQ n
1 | Thuong gia JIC | 2.300.000 34.854  500.000 -6.784 | - 0,90
2 | Pho thong M/K | 1.625.000  75.643  200.000 -18.129 | - 1,95
3 | Khuyén mai E/P | 775.000 82.342 150.000 -34.321|-2,15

(két qua tinh todn sau khi ap dung tinh va thir vao mo hinh tinh gia tai cong thire 3.7)
Vi két qua tinh toan tai bang 3.4 cho thdy viéc xdy dung md hinh bai toan nham
dua ra giai phap hoan thién chinh sach sach gia vé hanh khach cho VNA trong bi
canh LMHKQT, thong qua viéc t61 da hoa loi nhuan dua trén viéc xac dinh thi truong
khach muc tiéu dé dinh gia hiéu qua cac hang gia vé 1a can thiét:

- Két qua sau tinh toan, hang vé thuong gia c6 gia tri 1 | < 1, cho thay: co dén
theo gia cua cau vé vé hang thuong gia thdp hon nhiéu so v4i vé hang pho thong va
hang vé khuyén mai. Nghia 12 hanh khach mua vé hang thuong gia 1a nhiig doanh
nhan giau c6, du dinh chuyén di s& khong thay d6i khi c6 su bién dong cia gia vé, vi
co dan theo gi4 ciia cau vé hang vé thuong gia 14 tuong ddi yéu 1én VNA can nang gia

vé dé ti da hoa lgi nhuan cho dbi twong khach nay.
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- Két qua sau tinh toan véi 2 hang vé con lai (hang vé phé théng va hang vé
khuyén mai) c¢6 gia tri 1 n 1 > 1, cho thdy: co dan theo gi4 ctia cau vé hang vé phd
thdng va hang vé khuyén mii cao hon nhiéu so v&i vé hang thuong gia. Nghia 1a hanh
khach mua vé hang phd thong hay hang vé khuyén mai 12 nhitg ngudi c6 thu nhép &
mirc trung binh va mc thu nhap thap, dy dinh chuyén di s& nhiéu thay ddi khi c6 su
bién dong cua gia vé, vi co din theo gia cua cau vé hang vé phd thong va hang vé
Khuyén mai 1a trong d6i 16n 18n VNA can ¢6 chinh sach ha gia vé nham kich thich nhu
cau di lai cua dbi twong khach ndy, qua do gia ting thi phan van chuyén va gia ting
doanh thu gop phan vao viéc téi da hoa loi nhuan.

- Trong d6, VNA can luu ¥: viéc mé ban gia vé hang khuyén mii do muc gia vé
thip hon nhiéu véi hang vé phd thong 1én VNA can khéng ché sé chd ban ra trén mdi
chuyén bay nhim tranh viéc gia ting thi phan d6i twong khach mua vé khuyén mai
nhung lai khong giai quyét duoc viéc t6i da hoa loi nhuan. Cho du, véi mirc gia vé
hang khuyén mai ré nhu vay VNA sé& thu hit duoc mot lwong hanh khach dang sir
dung cac loai phuong thirc van tai nhu dudng bd, duong sit s& chuyén sang di bang
duong hang khong. Gia vé khuyén mai chi nén 4p dung trong cac giai doan mua vu
cta dot thap diém trong nim, hay ddi v6i cac ching bay léch chiéu vé lugng khach
khai thac hoac nhan dip cac su kién nham quang ba hinh anh va thuong hiéu SPDV
cua VNA trén thi truong.

3.3.3 Hoan thién chinh sdch phin phéi cho Vietnam Airlines
3.3.3.1 Giai phap hoan thién kénh phan phdi truyén thong:

a) PHONG VE CUA VIETNAM AIRLINES:

Do nhitng han ché trong qua trinh di lai mua vé ciia khach hang va thu tuc thanh
toan chua linh hoat chi 4p dung thanh toan truc tiép. Vi vy, thi phan ban ctia phong vé
ngdy mot giam sit, giai doan tir nim 2010 dén nay da giam tir 10% xubng 5%, trong
tuong lai kénh ban nay s& con giam sut nhiéu khi KHCN phat trién va khach hang
thich ing dan vé6i viéc mua vé truc tuyén hodc c6 thé mua qua dai ly dé tiét kiém thoi
gian va chi phi, linh hoat hon trong thanh toan va nhiéu tién ich khi mua vé.
> Gidi phdp hoan thién ciu triic kénh phan phoéi qua phong vé Vietnam Airlines

dwoc thé hién qua so dé hinh 3.9:
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B¢ phdn tro giap < Chuyén mon, nghi¢p vu

dai ly Xir ly tinh hubng phét sinh

Hoan thién kénh Bé phan ban vé A A A
ban qua phong 0 ph Nang cao chuyén mon

vé ctia VNA truc tl'é"p nghiép vu, k§ nang giao ti€p

B Trudc khi mua vé
B¢ phan trg giup
khach hang Sau khi mua vé

Hinh 3.9: Giai phap hoan thién c4u trac phan phdi qua phong vé ctia VNA

- Bé phdn tro gitip dai Iy: can dugce nang cao chuyén méon nghiép vu va xu 1y kip
thoi, hidu qua cac tinh hudng phat sinh khi dai 1y chuyén 1én do phat sinh tir cac 16i
nghiép vu cua dai Iy hoac céac phat sinh hay yéu cau vé dich vu dic biét tir khach hang
ma ngoai kha ning, thAim quyén xir Iy cua dai ly.

- Bé phdn ban vé truc tiép: do nhu cau mua vé qua phong vé cta hanh khach doi
v6i cac hdng hang khong ngay mot giam sut, do viy VNA cén co ciu lai nhan su
phong vé chuyén dich tir bd phin ban vé truc tiép sang bd phén tro gitp dai Iy va
khéch hang, bén canh d6 cac nhdn vién con lai cua phong vé can dugce dao tao ning
cao nghiép vu va ky ning giao tiép, phong cach phuc vu trong qué trinh phuc vu.

- B¢ phan tro giup khach hang: trong cac truong hop khach hang mua vé qua dién
thoai hodc sau khi da xuat vé c6 nhiing phat sinh trong chuyén di, doi hoi bo phan tro
gitip khach hang luon san sang bang chuyén moén nghiép vu va k¥ ning giao tiép dé
tiép nhan thong tin va tu van, hd tro kip thoi cho khach hang khi c6 nhiing yéu cau va
phat sinh trude hay sau khi mua Vve.

b) PAILY CUA VIETNAM AIRLINES:

Thi phan ban thdng qua kénh ban dai 1y giai doan tir nam 2010 dén nay c6 giam
st nhe xudng con khoang 85% - 90% do VNA dua thém vao hinh thitc phan phbi truc
tuyén, song day van 1a kénh ban chu dao ciia VNA, dé duy tri va phat trién on dinh
kénh ban théng qua cac dai 1y, VNA can tap trung vao cac giai phap, duoc mé ta qua

so do hinh 3.10:
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Co ché, chinh sach, dii ngd

Truyén thong Dao tao nng cao nghiép vu

Hoan thién kénh
ban qua dai ly
cua VNA

Phat trién, hd tro mang ban cép 2

Chinh séch tour tron goi
Du lich (T/0) K - :
Ho tro thu tuc giay to

Hinh 3.10: Giai phap hoan thién ciu trac phan phdi qua dai Iy cia VNA

- Gia tang dich vu bé tro cho kénh ban truyén thong: VNA can quan tim dén
quyén loi dai Iy thé hién bang co ché, chinh sach dii ngd nham gia ting hoat dong ban
cua dai ly; dao tao nang cao chuyén mon nghi¢p vu cho nhan vién dai 1y, cap nhat cac
chinh sach trong cong tac ban vé dugc dam bao hiéu qua va chit luong; phat trién va
hd trg dai Iy véi cac diém ban chan rét cap 2 va cac khach hang doanh nghiép 16n gitp
dai Iy cham soc khach hang hiéu qua dé tap trung cho cong tac ban SPDV cho VNA
trén cac thi truong xa noi dai ly cép 1 duge bd nhiém.

- Ho tro cho cdc cong ty liv hanh: cac cong ty lit hanh 14 khach hang thuong xuyén
ctia VNA 1én cong tac hd tro thu tuc gidy to cho khach du lich can c6 sy phéi hop véi
cac co quan td chtrc nhu XNC cta Bo cong an, cac Lanh sy quan tai Viét Nam va céc
DPai st quan cua Viét Nam tai nudc ngoai, ... nhu tha tuc gifiy moi, ho chiéu, thi thuc.
c) HOAN THIEN KENH BAN QUA KHACH HANG PAC BIET

Giai phap hoan thién kénh ban qua khach hang dac biét dugc mo ta tai hinh 3.11:

Co ché, chinh sach gia

Déi tac lon

(CA) Dao tao nghiép vu can ban
Hoan thién Thanh quyét toan linh hoat
kénh bén v e .
qua cac eutt ai Chinh sach giam gia vé
khach han guoi gia p T T .
i HO trg thong tin chuyén di
Khach dac
biét Chinh séach giam gia vé
Du hoc sinh,
xuat khau lao
dong

Hb tro tha tuc gidy to

Hinh 3.11: Giai phap hoan thién ciu tric phan phdi qua khach hang dic biét



- 132 -

- Déi tic khich hang I6n (CA): 1a mot bo phan phu trach van dé di lai cua céc
cong ty 16n, co quan hé chit ché v6i VNA dé st dung tdi da mang bay cta hing va
hudng céc chinh sach wu dai khac. Vi vay, VNA c6 thé coi CA nhu mét dai 1y céap 2
ctia hing ngoai viéc tao co ché, chinh sach gid; VNA can dao tao so bd nghiép vu cho
b phan lién h¢ dat vé nham dam bao cac giao dich khi dat vé dugc chinh xéc kip thoi;
bén canh doé thu tuc thanh toan cling can phai linh hoat, khach hang c6 thé thanh toan
trude hodc sau, hinh thic thanh toan c6 thé 1a tién mit hodc thong qua chuyén khoan.

- Khdch hang la ngueoi gia (dd nghi ché dg, vé huu): day 1a dbi tuong khéch hang
quan tdm dén murc gia vé thap phu hop véi thu nhdp sau khi nghi ché do, khong bi go
b6 thoi gian va c6 thé thuc hién chuyén di bat ké lic nao dé thim ngudi than, thim ban
bé, tham quan, nghi dudng, ... Ngoai chinh sach giam gia vé kich thich nhu cau di lai,
VNA can cung cép cac thong tin can thiét vé& chuyén di dé khach dé dang liwa chon va
théa mén nhu cau di lai.

- Khdch hang la du hoc sinh va xudt khdu lao dong: viéc mua vé do don vi t6 chirc
hodc don vi tai tro quyét dinh, chu yéu mua vé mot chiéu, khach di theo doan va
thudng tap trung trong mot khoang thoi gian nhat dinh theo hop ddng va phu thudc
nhiéu vao viéc hoan thién thu tuc gidy to quan trong nhu thi thyc xuét canh (visa), do
vy ngoai chinh sach giam gia vé, VNA can hd tro cac thong tin diém dén cho chuyén
di (nhw van héa, tdp quan, thoi tiét khi hdu, ...), bén canh d6 phdi hop véi cac don vi
c6 lién quan (don vi t6 chire, bé phdn XNC, Dai sir qudn, ...), nham hd tro kip thoi cac
thong tin lién quan cho khach khi di 1am céc thii tyc gidy to ca nhan.
3.3.3.2 Giai phap hoan thién kénh méi tryc tuyén:

Kénh méi tryc tuyén 14 loai hinh phan phdi dua san pham dich vu cia VNA dén
v6i khach hang théng qua hinh thirc ban truc tiép trén website hodc thong qua trung
gian dai 1y truc tuyén (web portal). VNA can hoan thién kénh mdi truc tuyén (onlines)
bao gdm hoan thién phan phdi qua website hodc dai Iy web portal nham da dang va
phong pht kénh ban, dap ung thi hiéu khach hang trong viéc str dung KHCN dé ung
dung vao qué trinh giao dich mua vé, ddy 1 hinh thirc phan phéi pho bién hién nay
duoc nhiéu hang hang khong trén thé gidi ap dung vi tao ra sy tién 191 cho khach hang

va tiét giam dang ké chi phi cho hang hang khong.
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Thi phan ban thong qua kénh moéi tryc tuyén cia VNA ngdy mot ting 1én, giai
doan tir nam 2010 dén nay ting tir 2% - 15%, trong tuong lai thi phan ban con ting
cao, vi vay viéc hoan thién kénh maoi tryc tuyén ctia VNA la tat yéu trong bdi canh

LMHKQT va duoc thé hién qua so d6 hinh 3.12:

Dich vu ngin hang

VIETNAM KHACH
AIRLINES : HANG
X Website (e - ———— ol P .
(Cung vrng Vietnam (Swr dyng san
Stifl pham Airlines Pai Iy truc tuyén pham dich
dich vu) -- (web portal) vi )

Dich vu vién thong I

Hinh 3.12: Giai phap hoan thién kénh phéan phéi truc tuyén ciia Vietnam Airlines

Dé ban dugc SPDV ciia VNA dén véi da s khach hang thong qua kénh ban truc
tuyén mot cach hiéu qua, VNA can:

- Pautu phﬁn mém dit chd ban vé qua website dam bdo tinh khoa hoc, thuan ti¢n,
thao tac cac budc mua vé don gian va da ngoén ngir gitip khach hang dé dang truy cap
website va mua vé tai bat ky dau khi c6 thiét bi két ndi internet. Trén co s& d6, phan
mém mua vé dam bao tinh chinh xé4c, 6n dinh va mang tinh bao mat, an toan cao nham
tranh nhirng phat sinh ti€u cyc khi khach hang truy cap mua vé.

- Cung cép cac dich vu thanh toan truc tuyén lién quan dén hé thong ngan hang
dam bao thao tac don gian va tuyét d6i dam bao an toan khi mua vé truc tuyén.

- Cung cap cac dich vu gia ting trén cac thiét bi vién thong dé khach hang luu giir
ho so bay ctia minh phuc vu kip thdi cho qua trinh luu giir thong tin va lam céc thi tuc
chuyén bay sau nay tai san bay hodc check-in truc tuyén.

3.3.4 Hoan thién chinh sdch xiic tién cho Vietnam Airlines
3.3.4.1 Giai phap nang cao hi€u qua hoat dong quang cdo:

Hoat dong quang c4o 14 hinh thirc VNA truyén thong tin hap dan vé ban than
hing, vé SPDV, vé danh lam thang canh, van héa va con ngudi dia phuong noi cé

dudng bay ctia VNA khai thac dén, ... nham thuyét phuc khach hang va kich thich nhu
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cau ctia khach hang mua SPDV. Do viy, dé nang cao hiéu qua hoat dong quang céo
cia VNA trong dich vu VTHK thoi ky hoi nhap va LMHKQT, VNA can phat huy thé
manh cta cac loai hinh phuong tién truyén thong va tap trung vao cac SPDV ndi troi.

Pugc thé hién qua so dd hinh 3.13:

Phuwong tién
truyén thong

< Cung cip thdng tin nham thu hat di lai

Phéi hop cac hinh thirc quang c4o hiéu qua

Nang cao hi¢u
qua hoat dong
quang cao

Uu thé sdn
phéam dich vu

< Khai théc cac diém nodi bat ciia san phim

Chinh séch kich thich tiéu dung san phdm

Hinh 3.13: Giai phap nang cao hiéu qua hoat dong quang cao ctia Vietnam Airlines

- Ndng cao hiéu qud ctia cOng tac truyén théng: viéc truyén thong hiéu qua cac
SPDV va nhitng dich vu bd tro nhiam kich thich nhu cau tiéu dung SPDV cua khéach
hang. Dé viéc truyén thong dat hiéu qua cao v6i nhimg mire chi phi hop 1y, VNA can
phéi hop hiéu qua giita cac phuong tién truyén théng nhu truyén hinh, phat thanh, bao
chi, thong tin dua trén website, ... nhim phat huy thé manh tong thé cta truyén thong.

- Tép trung truyén théng vao cdc SPDV ¢6 wu thé trén thi truong: nham khai thac
cac diém ndi bat théng qua phuong tién truyén théng nhu dong may bay hién dai
B777, B787, ... v6i nhiéu tinh nang tién nghi va do an toan cao, cho dén céc dich vu
bd tro di kém. Dic biét, VNA tham gia lién minh SkyTeam d3 mang dén cho khach
hang duoc nhiéu loi ich thong qua cac chuong trinh wu dai khach hang, thé khach hang
thuong xuyén GLP.

- Néng cao hiéu qud ciia hoat déng qudng cdo: nham giy su chd ¥, thu hat, hap
dan khach hang, qua dé kich thich va théa méan nhu cau tiéu dung SPDV cua khach
hang trong hién tai va tuong lai.
3.3.4.2 Giai phap truyén thong hiéu qua cac hoat dong kinh doanh:

- VNA can ting cuong C4c chuong trinh trong hoat dong SXKD thdng qua cac
phuong tién truyén théng nhu: truyén hinh tai Viét Nam phat vao “gid vang” trén cac
kénh truyén hinh trung wong (VTV1, VTV3, VTV4), truyén hinh Ha Noi HTV, truyén
hinh H6 Chi Minh (HTV7, HTV9 ...), truyén hinh An Vién ANTV; truyén hinh tai
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nudc ngodi phat trén cac kénh truyén hinh 16n nhu CNN Asia (khu viee chdu A), 1TV
va LCI Odysee (truyén hinh Phap), Discovery (truyén hinh gidi tri, khoa hoc va kham
phd sé 1 Thé gii), Cannel Plus, Chanel 9 (truyén hinh Uc), ... ; truyén thong trén bao
va tap chi 16n & trong nude va thé gidi véi nhiéu ngdn ngit bang tiéng Viét, tiéng Hoa,
tiéng Anh, tiéng Phap va truyén thong qua cac théng tin dua trén website, ... viéc trién
khai dong bo théng qua phuong tién truyén thong nham thu hit sy quan tim ciia khach
hang di/dén Viét Nam trén cac chuyén bay cia VNA.

- VNA can thudng xuyén t6 chtrc hoi nghj khach hang, tap trung vao cac ddi tuong
khéch hang la cac cong ty du lich, cac cong ty td chirc su kién, cac dai Iy ban v¢, ... 1a
nhimg don vi gdp phan tich cuc vao viéc quang cdo, truyén thong va tiéu thu chinh
SPDV ctia VNA. Trén co s& d6, VNA 1ay ¥ kién tham do vé tinh hiéu qua, thiét thuc
ctia cac chuong trinh dang ap dung trén thi trudong dé tir d6 c¢6 nhitng chinh sach diéu
chinh kip thoi nhidm kich thich va gia ting nhu cau st dung SPDV cua khach hang.
3.3.5 Hoan thién yéu to vé con ngwoi cho Vietnam Airlines

Hoan thién yéu t6 vé con ngudi trong VTHK bang dudng hang khéng cho VNA
trong bdi canh LMHKQT, can tap trung hoan thién cac bd phan lam viéc dudi mat dat
(nhdn vién ban vé, nhdan vién qudy thii tuc, nhdn vién kj thudt, ...) va cac bd phan lam
viéc trén khong (tiép vién, phi céng), nham nang cao chat luong dich vu trong qua

trinh phuc vu khach hang. Cac giai phap hoan thién duoc thé hién tai so dd hinh 1.14;

—— B§ phin mdt dit 1.Dap tng quyén lgi
Giai phap (bin vé, thii tuc)
hoan thi¢n . o Ning cao chit
yéu to V‘é. ) . lwgng dich vu 2.Dao tao cac ki nang
con nguoi * ' )
cho VNA \ B phin trén khing
—— (tiép vién, phi cing) 3.Ky lut lao dong va ché tai

Hinh 3.14: Giai phap hoan thién yéu té vé con ngudi cho Vietnam Airlines

- Ddp g quyén loi nguoi lao dong: viée tuyén dung phai minh bach hoa va cong
bang, lya chon nhiing tng vién dap ung day du niang lyc va pham chat ctia nganh dich
vu dé ngudi lao dong co y thirc trong vi tri cong viéc ctia minh. Bén canh dé can ¢6
cac chinh sach ddi ngd vé luong, thuéng, ... nham dong vién kip thoi tinh than lam

viéc va kich thich phat huy kha ning sang tao va cong hién trong cong viéc.
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- BDao tao cac ky nang: cong tac dao tao k¥ nang va nang cao nghi¢p vu gitp cac
bd phén tu tin trong qua trinh giao dich, phuc vu khach hang, ké ca trong cac tinh
hudng phat sinh su cb bt thudong. Viéc tiép xtic khach hang 14 quan trong trong cong
tac phuc vy, ngoai chuyén moén nghiép vu cac b phan can trao doi, bd sung nhirng k¥
ning giao tiép, thong thao nhiéu ngdn ngit nham nang cao chét luong dich vu trong
qué trinh phuc vu khach hang.

- Ky ludt lao ddng va ché tai xir phat: do nganh hang khdng tién phong trong qua
trinh ho1 nhap va img dung KHCN, moi truong lam viéc van minh hién dai. Do vay ky
luat lao dong phai dugc dat Ién hang dau ddi voi cac bod phan phuc vu mait dat cling
nhu trén khong dé dam bao tac phong 1am viéc chuyén nghiép, dam bao hoat dong
chuyén bay dugc an toan hiéu qua. Bén canh d6, VNA can c6 cac ché tai xu phat
nghiém khic dé mang tinh phong ngira, rin de va can thiép kip thoi cac truong hop sai
pham 1am anh hudng dén uy tin va gay thiét hai cho hing hang khéng.

3.3.6 Hoan thi¢n quy trinh thu tuc cho Vietnam Airlines

Hoan thién quy trinh thu tuc trong dich vu VTHK bang dudng hang khong cho
VNA trong bdi canh LMHKQT, d6 1a viéc tdp trung hoan thién cac quy trinh trong
cong tac ban vé va cong tac check-in tha tuc thong qua hinh thirc truyén thong va truc
tuyén nham nang cao chat lugng dich vu trong qua trinh phuc vu khach hang. Céc giai

phap hoan thién duogc thé hién tai so d6 hinh 1.15:

r

SR Quy trinh bin vé — 1.Phan mém théng minh, 6n dinh
Giai phap (Truyén thong, truc tuyén) Nén
hoan thién l;g*’ ¢
quy trinh c"l“’ofn ALE—12 Thao tac don gian, hiéu qua
thu tye f dllzh vgu
cho VNA Quy trinh thu tuc : :

— (Truyén thong, true tupén)| ‘——? Y3.Tiét kicm thoi gian

\

Hinh 3.15: Giai phap hoan thién quy trinh thu tuc cho Vietnam Airlines

- Phdan mém bdn vé va check-in théng minh, én dinh: viéc dau tu phan mém trong
cdng tac ban vé va check-in thu tuc hanh khach phai dam bao tich hop cac ing dung
thong minh, thuén tién cho nguoi st dung tir vig¢ce tra ciru thong tin chuyén bay, lich
trinh, cac dich vu b6 trg lién quan dén chuyén di cho dén qué trinh thao tac dit chd

xudt vé va thuc hién céc thao tac 1am thu tuc bay (#hi tuc hanh khach, thii tuc hanh Iy)
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phai duoc dam bao chinh xac, nhanh chong va kip thoi. Qua trinh chuyén giao va khai
thac trén hé thong phan mém (truyén thong, truc tuyén) cin mang tinh 6n dinh dé dé
dang sir dung, tranh nhing thay doi 1am anh hudng dén qua trinh tac nghiép.

- Thao tdc trén phan mém phdi don gian, hiéu qua: viéc thao tac can don gian dé
gilp ngudi sir dung dé dang khi van hanh, dbi voi phong vé/dai Iy duoc tap hudn va
dao tao chuyén sau nghiép vu dé su dung thanh thao trén phﬁn mém tich hop truyén
thdng, con ddi véi phan mém truc tuyén can hién thi nhiing cau 1énh rd rang qua timg
budc thao tac dé gitp khach hang d& dang truy cp va st dung.

- Gidi phdp tiét kiém thoi gian: viéc rat ngan thoi gian trong quy trinh dit chd,
xuét vé va check-in thi tuc hanh khach/hanh 1y 13 mét trong nhitng hiéu qua thiét thuc
cua hang hang khong mong mudn dat duge nham tao sy thun tién trong qua trinh mua
Vé, giam Un tic, giam ap luc, tiét kiém thoi gian va chi phi ddi voi khach hang cling
nhu nhan vién khi [am tha tuc, ... gop phén nang cao chat luong phuc vu va sy thuan
tién trong qua trinh cung tng va tiéu dung SPDV.

3.3.7 Hoan thién yéu t6 hitu hinh cho Vietnam Airlines
3.3.7.1 Giai phap vé dau tu co s vat chit hién dai cho Vietnam Airlines:

Giai phap vé dau tu co sé vat chat mang tinh hién dai, tién nghi nhim ning cao
chét luong dich vu cho khach hang khi st dung SPDV ctia VNA, dugc mo ta qua so
dd hinh 3.16:

Dia thé, vi tri phong vé

Phong vé, dai ly Pam bao tiéu chuan co sd vat chat
1
Giai phap ve dau Phuong tign Thiet ké khdng gian phong ve

tu co’ s& vat chat
tién nghi, hién dai

khai thac Pam bao tinh hién dai, tién nghi

7

Khu vee phong

cho' Khong gian thoang mat, sach s¢€

Két ndi thuan tién céc dich vao

Hinh 3.16: Giai phap vé dau tu co s vat chat hién dai cho VNA
- Phong vé, dai ly: day la dia diém khach hang dén giao dich chii yéu trong qua
trinh ti€u dung SPDV, cho nén viéc dat phong vé/dai ly tai cac vi tri trung tdm thuan

tién cho viéc di lai va quan sat dé dang cua khach hang 1a rat quan trong (dia thé), bén
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canh d6 viéc dau tu co s& vat chat dam béo tiéu chuin cia VNA vé mau sic vé kich
thude khong gian dién tich, quiy ban, bién bang, ngon ngi, ... thi cong, lap dit theo
dung fom va thiét ké vé khong gian phong vé tir cac vi tri treo bang bién bén ngoai
phong vé dén cac bang biéu chi dan bén trong phong vé, cho dén vi tri quiy ban, ta
dung tai liéu, cong van gidy to, ... dé tao ra mot khong gian phong vé dam bao tiéu
chuan nham thu hat sy cha y va hip dan khach hang, qua d6 kich thich va thoa mén
nhu cau tiéu ding SPDV ciia khach hang,

- Phuong tién khai thac: su tién nghi va hién dai cua dong phuong tién khai thac
quyét dinh nhiéu dén chat luong dich vu ctia VNA va mang dam yéu t6 hiru hinh trong
kinh doanh van tai hang khong, hién nay VNA dang sir dung cha yéu dong may bay
A321, A330 va B777, diy 1a nhitng phuong tién hién dai, xong so véi mot sd hing
hang khong trong khu vuc va trén thé gidi thi doi phuong tién cia VNA chua dam bao
tinh canh tranh vdi cac dong may bay than rdng, tién nghi hi¢n dai, than thién véi moi
truong, tiét kiém nhién liéu (#iét kiém chi phi), chdng dn, téc do cao, muc bay cao, do
an toan cao, ... dang duogc st dung khai thac nhu dong may bay A350, A380, B787.
Yéu t6 hiru hinh duoc thé hién ¢ su 6n dinh cua cac thiét bi trén may bay nhu thiét b
giai tri, man hinh LCD, thiét bi diéu khién xung quanh ghé ngdi, hé thong ghé ngdi da
ning, hé théng phat thanh, tai liéu hudéng dan trén chuyén bay, ... nhdm mang lai cam
gi4c thoai mai va d& chiu trong sudt hanh trinh bay.

- Khu vue phong cho: yéu tb hiru hinh dugc thé hién théng qua bién hiéu, bang
biéu chi din, ngdn ngit da dang va thong dung rd rang, man hinh LCD cung cip thong
tin chuyén bay di/dén va cac chuong trinh giai tri hap dan v4i 4m thanh trung thyc va
song dong, hé thong ghé ngdi cho, hé théng phat thanh hudng dan, hé théng bd tri cac
gian hang phuc vu an uéng, Iuu niém, hé théng khu vuc vé€ sinh thuan tién va sach sg,
hé théng anh sang va diéu hoa khong khi phai dam bao yéu td stc khoe ... nham dap
mg va thoa man nhu cau ciia hanh khach, tao cam giic thoai mai dé chiu trong qua
trinh cho doi trude khi thye hién chuyén bay.
3.3.7.2 Giai phap nang cao hinh anh, dong phuc va uy tin cho Vietnam Airlines:

Giai phap nang cao hinh anh, dong phuc va uy tin nham gay su chi y va thu hit

kich thich nhu cau tiéu dung SPDV, dugc mo ta qua so @6 hinh 3.17:
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Thong qua th hié
Tgo dyng hinh < g qua thuong hicu

dnh, uy tin

Thong qua biéu twong, logo

Giai phap nang cao
hinh anh va dong

phuc Mang dam nét van hoa, dan toc
ﬂg;’%’;’;’;h’:i Tao su thanh lich, sang trong

Gay 4n tuong, thién cam véi khéach

Hinh 3.17: Giai phap ning cao hinh anh, ddng phuc va uy tin cho VNA

- Tao dung hinh dnh, uy tin: thong qua thuong hiéu va biéu tuong logo cia VNA
trén thi trudong. Hién nay, VNA di tao dung thuong hiéu thong qua danh gia vé chi sd
an toan, day 1a chi s duoc danh gia vao bac nhat trén thé gidi do td chirc ICAO va
IATA xép hang, cung voi viéc nang cao chat luong dich vu dé tao dung thuong hi¢u
trén cac dudng bay di/dén cac nude trong khu vire va trén thé gidi, bén canh dé 1a viée
st dung hinh anh logo mang ddm nét van hoa dan toc cuia Viét Nam duoc bd tri gén
lién trén cac thiét bi ddng phuc, qua ting, ... cho dén logo dugc son bén ngoai phuong
tién may bay dé tao 4n tuong va thu hit sy quan tim ctia khach hang trong qué trinh st
dung SPDV dé tim hiéu vé ban sic vin hoa dan toc théng qua logo biéu tugng cua
hdng hang khong.

- Trang bi théng nhdt dong phuc: trang bi cho cac bd phan tiép xuc v6i khach hang
nham tao ra sy dong bo vé trang phuc vai nhimg thiét ké thanh lich, sang trong mang
dam ban sic van hoa, dan toc va con nguoi Viét Nam trén toan mang bay, ... qua do
tao 4n twong va hinh anh vé tinh cong dong, su chuyén nghiép cua doi ngii phuc vu
dudi mat dat cling nhu trén chuyén bay nhdm tao sy than thién va thoai mai cho hanh
khach khi giao dich tiép xUc voi cac bd phan phuc vu cia VNA.

3.4 Piéu kién trién khai cac giai phap
3.4.1 Diéu kién vé co s vit chit va trang thiét bi mdy méc

Nganh HKDD doi hoi yéu t6 rat cao vé co s& vat chat va trang thiét bi may moc
nham d4p mg theo xu thé chung cia KHCN hang khong thé gisi dugc tmg dung vao

qua trinh SXKD, tir viéc dau tu phuong tién may bay hién dai voi chi phi rat 16n hang
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tryc triéu d6 la cho dén dau tu co o ha ting dén hang ty d6 la dé dam bao trang thiét
bi dugc van hanh hi¢u qua va kiém tra giam sat dam bao an toan tuyét ddi cho chuyén
bay trong bdi canh LMHKQT nham ngin chin, phat hién kip thoi cic nguy co gia ting
khing bd bang duong hang khong trén toan cau, cac hinh thirc van chuyén vu khi nguy
hiém va hang cAm tinh vi trén cac chuyén bay qudc té, kiém soat, khong ché hiéu qua
cac bénh dich truyén nhiém nguy hiém trén toan thé gioi.

Vi vay, nganh hang khong Viét Nam néi chung va VNA noi riéng can ¢ su quan
tam ddc biét cta Nha nude vé co ché chinh sach trong giai doan dau cua mé hinh
doanh nghiép C6 phan hoa gitip VNA sam nhép tt thi truong, tim kiém va thu hat
ngudn luc tai chinh dé dau tu, nang cip co s& vat chit va trang thiét bi dam bao tinh
déng bd cao, 6n dinh trong viéc quan ly va diéu hanh hiéu qua hoat dong kinh doanh
van tai hang khong trén pham vi rong 16n trong va ngoai nudc. Viée dap tmg tot co sd
vat chit va trang thiét bi trong giai doan hién nay 1a cdp thiét d6i voi VNA, bang céac
hoat dong marketing hon hop s& gop phan vao viéc truyén thong nhitng thé manh va
ndi trdi cua VNA dé nang cao chét lugng dich vu va nang luc canh tranh trén trong boi
canh LMHKQT.

3.4.2 Diéu kién vé nguén nhén luc

Yéu t6 ngudn nhan lyc 1a rit quan trong trong doanh nghiép van tai hang khong,
tir cap quan 1y diéu hanh cho dén cac bd phan tham gia san xut phai c6 trinh do,
chuyén mon nghi¢p vy, nhiét huyét v6i tinh than va trach nhiém lam viéc cao dé lam
chu quy trinh KHCN k¥ thudt, tao nét van hda lam viéc trong doanh nghiép, ... gop
phan nang cao hiéu qua kinh té trong bdi canh LMHKQT sau rong.

Pé lam t6t cong viéc nay, doi hoi VNA can chu trong tuyén chon lao dong co
trinh d6 ngay tir dau vao, két hop véi cac ché do vé dao tao chuyén mon nghiép vu va
ddo tao chat lugng cao nham 1am cha KHCN, trang thiét bi may moc dé phuc vu viée
khai thac mot cach chu dong va hiéu qua trong qua trinh kinh doanh.

Bén canh d6, VNA can cht trong quan tim dén doi song ngudi lao dong, ché do
chinh sach dai ngd, thu nhap hap dan, ... nham tao tam 1y, tinh than t&t nhat cho nguoi
lao dong nham phat huy duoc tinh sang tao, ¥ tuéng va gan bé lau dai véi cong viée

qua d6 mang lai hiéu qua kinh té cao trong qua trinh SXKD. Dé phat huy tot yéu t6
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ngudn nhan lyc trong SXKD, hoat dong marketing ndi bd 1a mot trong nhiing giai
phap thiét yéu gop phan vao cong tac té chirc, quan 1y, diéu hanh “con nguoi” mot
cach hiéu qua nhu da trinh bay trong né1 dung luan an.

3.4.3 Diéu kién trong céng tic qudn Iy, diéu hanh

Kinh doanh VTHK bang dudng hang khong 1a sy phdi két hop cia nhiéu bo
phan, chirc ning trong ndi bd hing van chuyén, tip trung vao cong tic quan ly diéu
hanh hoat dong ban vé tir khau gi6i thiéu san pham, quan 1y gia ban, quan 1y va diéu
hanh mang lu6i kénh phan phdi, quan 1y giam sat hoat dong ctia nhan vién trong cong
tac ban vé va lam cac thu tuc bay cho khach, ...

Cong tac quan 1y diéu hanh SXKD 1a yéu t6 quan trong quyét dinh dén sy thanh
cong cua hang van chuyén. Viéc quan ly diéu hanh duoc thue hién tir BO may lanh dao
cho dén cac phong ban va xudng dén cac bd phan nghiép vu co so phai duoc trién khai
ddng bo kip thoi cac théng tin ménh 1énh thue hién viée quan 1y diéu hanh mot cach
thong sudt va hiéu qua, bén canh d6 can nang cao ¥ thic ky ludt trong cong viéc.

Dé quan 1y va diéu hanh t6t hoat dong dich vu VTHK bang duong hang khéng,
VNA can tip trung xdy dung cic chinh sach marketing hdn hop mot cach hiéu qua
nham nghién ctru nhu cau khach hang, nghién ctru thi trudng va déi thu canh tranh dé
Ban lanh dao cin ctr dua ra thi trudng cac SPDV hitu hiéu trén co s& quan 1y va diéu
hanh hiéu qua cc bd phan trong day chuyén SXKD.

3.4.4 Diéu kién trong cong tic dao tao ning cao chuyén mon nghiép vu

Thoi gian qua do VNA budng 1ong quan 1y nén mot sé dai Iy da ban gia sai quy
dinh, thu chénh léch cao hon nhiéu so v&i gia vé quy dinh, giy birc xtic cho hanh
khach dan dén khiéu kién 1am anh hudng dén uy tin ciia hdng. Bén canh d6 dai ly dé
xay ra nhiéu sai s6t vé nghiép vu nhu nham lan ho tén, hang dit chd, quén khong lam
thanh todn va tai xac nhin chd dan dén huy chd, ... khach 1én san bay khong co chd
nén khong thuc hién duoc chuyén bay. Vi cac dudng bay dai xuyén luc dia, nhiéu
hanh trinh phtic tap trong viéc tinh gia, tinh phi vi lién quan dén cac hing hop tac cling
tham gia khai thac nén nhan vién dai Iy/phong vé d6i khi nham 14n tinh sai gia vé va
nham hang dit chd trén chuyén bay ndi chuyén lam anh huong dén quyén loi cia

khach vé vat chat va tinh than khi bi nh& co hoi ndi chuyén tai san bay trung chuyén.
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Vi vay, VNA cén tap trung ddo tao ning cao nghiép vu cho dai Iy dé tranh nhiing
nham 14n sai sot khong dang c6 trong qué trinh phuc vu khach, déng thoi quan tdm dén
viéc dao tao nang cao k¥ ning giao tiép, Gmg xir cho cac bd phan tiép xuc truc tiép
khach hang dé gop phan vao viéc nang cao chit lugng dich vy, ning cao ning luc canh

tranh trén thi truong trong bdi canh LMHKQT.

KET LUAN CHUONG 3

- Trén co s dinh hudng phét trién VTHK ctia nganh HKDD thé gi6i va lién minh
hang khong SkyTeam, két hop vo1 muyc tiéu, chién lugc phat trién dich vu VTHK cua
nganh hang khong Viét Nam néi chung va VNA néi riéng dén nam 2020, tac gia da dé
xuét 7 giai phap twong tmg voi 7 bién sé trong mo hinh 7P nham hoan thién chinh sach
marketing dich vu VTHK ép dung cho VNA.

- Céc giai phap dé xuat dua trén tinh hinh thuc t& cua doanh nghiép hang khéng,
dwa trén dinh hudng, chién lugc phat trién cia doanh nghiép hang khong va du doan
dién bién cua thi truong trong bdi canh LMHKQT nén c6 tinh kha thi trong kinh
doanh dich vu VTHK béng duong hang khong.

- Lu4n an dé xuét 7 giai phap hoan thién chinh sach marketing dich vu VTHK cho
VNA trong bdi canh LMHKQT bang nhitng giai phap vé: chinh sach san phdm; chinh
sach gia; chinh sach phan phéi; chinh sach xtc tién; yéu t6 con ngudi; yéu té quy trinh
va yéu t hitu hinh.

- Pé cac giai phap dé xuat mang tinh kha thi nham dong gdép mot phan khong nho
vao hoat dong trong chinh sach marketing cuia VNA, Luan an da néu nhiing diéu kién
trién khai va thyc hién dong bd cac giai phap mot cach hitu hiéu nhat, trén co so d6
kién nghi v6i Nha nuéc va cac don vi chiic trach hang khong mot sd ndi dung thiét
thuc nham ap dung va trién khai hiéu qua giai phap dé xuét, gop phan hoan thién chinh
sach marketing dich vu VNA trong bdi canh LMHKQT, nham ning cao chét luong
dich vy, nang cao nang luc canh tranh, tdi da hoa doanh thu va loi nhuén, hudéng dén

su phét trién bén viing.
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PHAN KET LUAN VA KIEN NGHI

1. KETLUAN
a)  Két luan vé nhitng déng gép mdi ciia lugn dn

(1) Hé thong hoa va 1am siu sic hon co so 1y ludn vé cac bién sé ciia marketing dich
vu theo mé hinh 7P trong doanh nghiép dich vu VTHK bang duong hang khong;

(2) Dé xuat luan ct cho 7 bién sb (7 nhém gidi phdp) ap dung cho VNA trong bdi
canh LMHKQT c6 tinh kha thi, bao gdm céc giai phap:

- Chinh sach san phdm: nang cao chat luong va da dang héa SPDV cho VNA dé
huéng dén nhu cau tiéu ding cua khach hang, dé xuét san pham tiém ning thong qua
cac dich vu két ndi hang khoéng nhdm ning cao chat lugng chuyén di cho hanh khach;

- Chinh sach gia: img dung ly thuyét kinh té hoc hién dai vé quy luat cung/ciu,
quy luat canh tranh va can bang thi trudng dé phan tich va xay dung mo hinh bai toan
tinh gia nham thoa méin nhu cau khach hang va téi da hoa loi nhuén cho VNA;

- Chinh sach phan phdi: ting cuong cac dich vu bd trg kénh ban truyén thong; &p
dung giai phap KHCN véi kénh ban truc tuyén, nhim da dang hda mang ban;

- Chinh sach xuc tién: phat huy hiéu qua hoat dong xuc tién thong qua cong tac
quang cdo, truyén thong nhiam kich thich va théa mén nhu ciu tiéu ding SPDV cua
khéch hang, déng thoi ning cao vi thé va uy tin cia VNA trén thi truong;

- Yéu t6 con ngudi: nang cao ning luc quan 1y, chuyén mon nghiép vu; quan tam
dap ung bang cac chinh sach ché do dii ngd, dao tao k¥ ning, ... nham théa min va
tao sy gan bo trung thanh, phat huy tinh sang tao, céng hién va tinh ky luat lao dong
cia CBCNV trong qué trinh SXKD;

- Quy trinh thu tuc: huéng dén qua trinh phuc vu khach hang theo phuong phap
mo hinh O-D, viéc rat ngan thoi gian tir khau quy trinh mua vé, di chuyén Ién san bay
dén quy trinh thi tuc check-in hanh khéach trudc/trong/sau chuyén bay va di chuyén vé
diém két thiic hanh trinh nham nang cao chét lugng dich vu, tiét kiém thoi gian va chi
phi cho hanh khach va cho VNA,;

- Yéu t6 hitu hinh: dau tu co s& vat chat tién nghi, hién dai, dam bao su dong bo

héa, tinh 6n dinh, khoa hoc, qua do6 tao ra nhirng gia tri khéng dinh vé thuong hiéu cho
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VNA nham giy sy cha ¥ va hap dan khach hang quan tdim dé hudéng dén viéc ticu
dung SPDV.

(3) Théng qua viéc tng dung ly thuyét kinh té hoc hién dai dé xay dung mé hinh bai
toan tinh gia nham théa man nhu cau ciia khach hang va tdi da hoa lgi nhuan cho VNA

theo cong thirc ty suat loi nhudn p’:

1-= . X
( fl) (M la hé s6 co dan cua cau theo gia)

b)  Két ludn vé két qud nghién civu ciia lugn dn

- Nghién clru nhitng dac diém, dic thu caa dich vu VTHK béng duong hang
khéng. Hé thdng héa va 1am sang to thém co s& 1y ludn vé cac bién sd ciia marketing
dich vy theo mé hinh 7P va théng qua tim hiéu kinh nghiém marketing ctia mot s6
hang hang khong trén thé gidi trong va ngoai lién minh SkyTeam, ... ludn 4n dua ra
nhimg luin ¢ méi thong qua 7 bién sd cua moé hinh 7P trong chinh sach marketing
dich vu dé trién khai, 4p dung cho doanh nghiép VTHK bang dudng hang khéng.

- Phan tich, danh gia thyc trang viéc xay dung, trién khai chinh sach marketing
dich vu va két qua trién khai mé hinh 7P trong hoat dong marketing cia VNA, qua d6
chi ra nhitng thun loi va kho khin trong bdi canh LMHKQT lam co so dé xuat hoan
thién 7 bién sé (7 nhém gidi phdp) theo md hinh 7P trong chinh sach marketing dich
vu VTHK bing dudng hang khong.

- D& xuét cac giai phap nham xay dung va trién khai hiéu qua mé hinh 7P trong
chinh sach marketing dich vu ap dung cho VNA, bao gom: chinh sach san pham; chinh
sach gia; chinh sach phan phdi; chinh sach xtc tién; yéu té vé con nguoi; yéu td vé
quy trinh va yéu t6 vé hitu hinh.

- Dé trién khai 7 nhom giai phap mot cach hiéu qua, luan an dé xuat mot sb giai
phap hd tro gop phan hoan thién chinh sich marketing dich vu cho VNA trong boi
canh LMHKQT.

2. KIEN NGHI
a) Kién nghi voi cdac co quan Nha nudc va cac Don vi 16 chikc
- Quoc hdi: sém sira d6i, bo sung mot s6 didu cia luat hang khong dan dung Viét

Nam cho phu hop vé6i bbi canh hdi nhap va LMHKQT.
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- B0 GTVT: kip thoi ban hanh cac Thong tu, Chi thi diéu hanh hoat dong kinh
doanh ctia doanh nghiép hang khong dugc binh dang. Bo gid tran trén duong bay nodi
dia va don gian hoa cac thu tuc cho hanh khach.

- Cuc hang khong Viét Nam: giai quyét nhanh chong viéc tham dinh, phé duyét,
cap phép cho cac hoat dong kinh doanh ctia doanh nghiép hang khong va cac chuong
trinh dao tao nghi€p vu, dao tao nang cao chat lugng nguén nhan luc.

- Cang vu hang khéng: giai quyét nhanh chong kip thdi cac phat sinh ciia doanh
nghiép hang khong va ctia hanh khach tai CHKSB khi xay ra su cd.

- Tong cong ty Cang hang khéng: dam bao chét luong dich vu cung tmg cho
hang hang khong va hanh khach, dam bao su 6n dinh cia trang thiét bi tai CHKSB.

- B{ phén lién quan tryc tiép dén quy trinh thii tuc hanh khach: Cong an cira
khau, An ninh hang khong, Hai quan va Bo phan kiém tra y té, ... cAn don gian hoa
c4c thu tuc, giao tiép than thién voi hanh khach, phdi hop kip thoi véi hiang hang
khong trong qua trinh xtr 1y phat sinh.

- Téng cuc Du lich: xay dung cic chuong trinh du lich tron goi, t6 chirc su kién,
hoi thdo va hdi cho, ... trong nudc va quéc té nham tao ra dic thu riéng dé thu hat va
kichh thich nhu cau di lai ctia hanh khach trong va ngoai nudec.

- Tép doan Buu chinh vién théng: cin sém khai thac, phat minh va Gng dung
nhiéu hon nita nhitng dich vu két ndi vién théng trén cac chuyén bay dudng dai nhu
dién thoai, wifi, ...

b)  Kién nghi vé huwéng nghién civu tiép theo ciia ludn dn

- Hudng nghién ciru tiép theo cta dé tai “Chinh sach marketing dich vu cho VNA
trong boi canh LMHKQT?, s& nghién ctru tong thé trong pham vi van tai hang hoa va
hanh 1y, dong thoi kéo dai thoi gian nghién ciru dén nam 2030.

- Bén canh d6, phét trién mo hinh nghién ctru 7P thém cac thanh phan bién sb,

cong cu dé dap ing véi nhu cau thi trudng trong tuong lai.
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PHU LUC



PHU LUC 01
TIEU CHi VA CHI TIEU PANH GIA CHINH SACH MARKETING DICH VU

THEO MO HINH 7P

7P | Tiéu chi Chi tiéu Pon vi Cong thirc tinh
Sin San lugng vén chuyén Hk Khbi luong HK,Vén chuyén i
heong Luong luan chuyén Hk.km | Luong hanh khach luan chuyén
* Nang lyc thong qua Hk Nang luc thong qua cia CHKSB
Doanh thu VND | S6 Hk.km x ¢/Hk.km
p1 Tai Loinhuan VND Doanh thu - Chi phi
chinh  |Déng gop thue VND % Doanh thu
. Pong gbp vao GDP % Doanh thu (Lgi nhudn)/GDP
San o o
phflm Thi GlAa nha‘f /o 0+M
hi Xam nhap % 0 + DeltaM
PRA N6 rong % (Mpsi-M=Delta M)/toan T.trudng
Thei Thoi gian Gi0, phut| Lig cuéi - Lig vét diu
01 a 4 N 105 z s
gian Hodac quang duong bay Gio bgy, L km cuéi - Lkm diu
km, dam
Gia vé hodc gia cudc VND VND/km; B/chuyén, B/khtr hoi
P2 Gia Chinh sach: tang; % téng tr 10 (jén 30 ‘
Chinh + giam ‘ % giam (20 dén 50) theo thoi vu, ngay
Gi4 <ach + uu dai khac % 100 - (10 den 70)/1QO
Gia tri su dung VND Tiet kiém tg bang tién, hién vat
Gia hop ly VND Phu hgp mirc song ngudi dan
Dai ly/phong vé: 1 Tong sb
- Kénh phan phéi
+ Truc tiép
+ Pang ky
S
P3 lwong | Khdch hang lon - CA: 1 Tong s6 khach hang
- Pai ly du lich
Phan - K/hang thuong xuyén
phdi Chit |Lgi thé ciia: Kh6 | Tinh bang % gia tri doanh thu
lugng | - Phong vé hoac
- Paily chua
- Pai ly du lich luong
- Khach hang 16n hoa
duoc
S6 tién chi cho xuc tién VND % doanh thu hodc s6 nguoi x
(lwong + khoan thu nhdp khdc)
P4 So S6 nguoi lam cong tac Nguoi Tong so nguoi lam cong tac
luwgng | XUc tién Pt Tong so phuong tién
X S6 phuong tién dung cho | S6 lan Tong so lan
uc A e x: A -
tién Qua{c h¢é khnyen, mai ‘ lan gap Tong so lgln
K/hang | Chinh sach khuyén mai lan gdp | Tong so lan

Khéch hang chung
Khéch hang thuong xuyén




PE Nhén vién ban vé Nguoi | TOng sO nhn vién ban vé
Nhan vién lam thu tuc Nguoi Tong sO nhan vién thua tuc
Yéu Sé Tiép vién hang khong Nguoi T(f)ng scf) tiép vién hang khong
X Phi cong, lai phu Tong s6 phi cong, 14i phu
R A A T Nguoi | Téng sb phi cong, lai ph
con e gudi | Tong 56 phi cong, i phu
\ - Gi0 bay an toan, Gio Tong so phi cong, lai phu
nguol - Lan CHC an toan Lan Tong s6 lan CHC an toan
PG Vi tri, noi dat phong giao | 1 S = Tbng sb vi tri
dich
Yéu tb So Dia diém cung cép dich 1 D = Tong s6 dia diém
hiru lu,'o‘ng Vlf A z A . 2 JERT A . A
hinh S6 thong bao, thdng tin 1 T = Tong so bién thong bao, thong
chi dan tin
P7 gf | Sovédamua 1 Tong s0
] lieong So cho da dat 1 Tong s6
Yeu : S6 lan phuc vu khach 1 So luot khach da phuc vu
t6 Thoi | Trung binh Hanh khach & | Gior, phit| Teno aoi + Tini e
quy . 1 CHKSB
trinh | 9" | Tiép can CHKSB Gidy, phiit] Lona-criicss/Viée d wane binh




PHU LUC 02
MANG PUONG BAY NOI PIA CUA VIETNAM AIRLINES TiNH PEN QUY 11/2014

T San bay dén San bay di
Tén sin bay (Tinh) Code | Ha Ngi| Sai Gon | Pa Ning
1 | Noi Bai (Ha Noi) HAN X X
2 | bién Bién DIN X
3 | Cat Bi (Hai Phong) HPH X X
4 | Tho Xuan (Thanh Hoa) TXD/THD X
5 | Vinh (Nghé An) VII X X X
6 | Pong Héi (Quang Binh) VDH X X
7 | Phu Bai (Hué) HUI X X
8 | Pa Nang DAD X X
9 | Tam Ky/Chu Lai (Quang Nam) TMK/VVCL| X x (VA)
10 | Pleiku (Gia Lai) PXU X X X
11 | Phu Cat/Quy Nhon (Binh Dinh) UIH X X
12 | Buén Ma Thuot (Pik Lik) BMV X X X
13 | Tuy Hoa (Phi Yén) TBB X x (VA)
14 | Cam Ranh/Nha Trang (Khanh Hoa) | CXR/NHA| X X X
15 | Lién Khuong/Pa Lat (LAm Dong) DLI X X X
16 | Tan Son Nhat (H6 Chi Minh) SGN X X
17 | Can Tho VCA X
18 | Phu Quéc (Kién Giang) PQC X X
19 | Rach Gia (Kién Giang) VKG X
20 | Con bao (Ba Ria-Viing Tau) VCS x (VA)
21 | Ca Mau CAH X
22 | Tong s6 dwdng bay khai thac 15 19 8




PHU LUC 03
MANG PUONG BAY QUOC TE CUA VIETNAM AIRLINES TiNH PEN QUY 11/2014

bay hop tac va 2
doi thu canh tranh.

TT Thi truong Quac gia Mang duong bay VNA tham gia khai thac
. Xuét phat tir Doi thii canh
|| Khuvye chan A HAN/SGN dén tranh véi VNA
Singapore Airlines
1 Singapore | Singapore (SQ), Tiger Air
(TR)
Malaysia Airlines
2 Malaysia Kualalumpur (MH), Asia Air
Pong Nam A (AK)
3| ., Thai Lan | Bangkok Thai Airway (TG)
Tong co 16 duong
bay khai thac va 9 X Vientiane, Luang Praban .
4 | @oi thii canh tranh. Lao Vinh — Vi’entiang 9| Lao Airlines Q)
< . . Cambodia Angkor
5 Campuchia | Siem Reap, Phnom Penh Air (K6)
. Garuda Indonesia
6 Indonesia | Jakarta (SGN) (GA), Lion Air (JT)
Khai thac: Guangzhou,
Kunming, Shanghai, China Southern
| Peijing, Chengdu (Thanh | Airlines (C2),
! Trung Quoc Do). Sanghai  Airlines
A . Hop tac: Wuhan, Chong | (FM)
Dbong Bac A ging (Tring Khanh)
8 | Téng c¢6 32 duwong | DaiLoan | Taipei, Kaohsiung China Alrlines
. (CI), Eva Air (BR)
bay (29 duwong bay il
khai thac va 3 ‘ Cathay Pacific
9| dqwong bay hop | HOng Koéng | Hong Kong (CX),  Hongkong
tac) va 10 déi thi ﬁ'f“nes (;'_X) )
canh tranh. i orean Alr '
10| Han Quoc f)e‘ollillé Bufagéoul Asiana  Airlines
a Nang (02)
Khai thac: Tokyo, Nagoya, | Japan Airlines
11 Nhat Ban | Osaka, Fukuoka. (JL), All  Nipon
Hop tdc: Sapporo Airway (NH)
Nam A - Thai
_Binh Duong A rap va Emiratesd Airway
12 | Tong co 1 duong Trung Pong Hop tdac: Abu Dhabi (EK), Qatas

Airways (QF)

Khu vwe chdu Au




13 Nga Moscow Aeroflot (SU)
Britich Airways
14 Anh London (BA)
15 buc Frankfurt Lufthansa (LH)
16 Phap Paris Air France (AF)
17 | Téng s6 22 dwong |  HalLan Amsterdam
bay gom (8 dwong
bay khai thac va - .
18 14 duong bay hop Thuy S§ Zurich
tac) va 10 doi thu Singapore Airlines,
19 | canh tranh. CH Séc Prague | Malaysia Airlines,
Thai Airway, China
. . Southern Airlines,
20 Ao Viena China Airlines,
] Cathay Pacific,
21 Y Rome | Korean Air, Japan
Airlines.
22 Tay Ban Nha Barcelona, Madrid
23 Canada Toronto
Il | Khu vwe chiu Uc
Tong c6 4 dwong . -
24 | bay khai thac va 1 |  Australia | Sydney, Melbourne '(A‘g;;”an Alrlines
doi thu canh tranh.
IV | Khu viwee chdu My
Ame_r AN\ T HAN dén: Los Angeles, Atlanta, San
United . A
9 Airwavs Francisco, New York,qDetr0|t.
(Tong co 14 duong y Tuw SGN/+HAN va b6 sung: Honolulu, Houston,
25 , (UA); . o
bay hop tic) ) Austin, Dallas, Denver, Seatle, Portland, Miami,
American : - - . . .
Airlines Saint Louis, Chicago, Minneapolis, Washington

(AA)

D.C, Philadelphia, Boston.




PHU LUC 04

THU'C TRANG VE GIA VE CUA VIETNAM AIRLINES

1/ Bang gia nfi dia va hang gia vé twong trng clia Vietnam Airlines

Hanh trinh | Loai gi4 Mic gia (PVT: 1.000 VND) Hang gis vé
DAD-BMV/PXU | Thuong | 1400-1250-1150-1050-950-850-700-550 | K,L,M,O,R,Q,E,P
DAD-DLI/ VIP 2600-2200 | C,D
HPH/VCA Thudng | 1780-1600-1450-1280-1100-950-780-600 | K,L,M,0,R,Q,E,P

VIP 2600-2200 | C,D
DAD-NHA

Thuong 1850-1650-1500 | K,L,M
HAN-HUI/ VIP 2600-2200 | C,D
TMK/DAD Thudng | 1850-1650-1500-1350-1100-950-780-600 | K,L,M,0,R,Q,E,P
HAN- SGN/ VIP 4600-4000-34000 | C,D
NHA/BMV/ ‘ 2650-2350-2150-1950-1750-1550-1300-
DLI/TBB Thuong 1100 | KLM.O.RQEP
HAN-DIN/ VIP 2000-1700 | C,.D
VDH/VII Thudng | 1400-1250-1150-1050-950-850-700-550 | K,L,M,0,R,Q,E,P

VIP 3600-3200 | C,D
HAN-PXU/UIH 25100-2000-1800-1650-1500-1300-

Thusng | 2350-2100-2000-1800-1650-1500 1ff<;)o KLMO.ROQ.EP

VIP 5000-4600-4000 | C,D
HAN-VCA 58E0-9EE0-2300-2050-1800-1550-

Thung | 3200-2850-2550-2300-2050-1800 iggg_ KLMO.ROQ.EP
SGN-BMV/PXU | y|p 2200-2000-1700 | C,D
JUIH/ DLI/ ‘
NHA/PQC Thudng | 1400-1250-1150-1050-950-850-700-550 | K,L,M,0,R,Q,E,P
SGN-CAH/ ‘
TBBAVCS Thudng 1400-1150-950-700 | K,M,R,E

VIP 2900-2600-2200 | C,D
SGN-HUI/DAD

Thuong | 1850-1650-1500-1350-1100-950-780-600 | K,L,M,0,R,Q,E,P

VIP 4400-4000-34000 | C,D
SGN-HPH/VII 253E0-9150-1950-1750-1550-1300-

Thuone 2650-2350-2150-1950-1750-1550 113&())0 KLMO.ROQ.EP
SGN-TMK Thuong 1850-1500-1150-830 | K,M,R,E

VIP 3800-3600-3200 | C,D
SGN-VDH 51E0-200-1800-1650-1500-1300-

Thuone 2350-2150-200-1800-1650-1500 11310c§)0 KLMO.RO.EP
SGN-VKG Thuong 1100-1000-900-800-700-600-500-450 | K,L,M,0,R,Q,E,P
VCA/NVKG-PQC | Thuong 1100-1000-900-800-700-600-500-450 | K,L,M,0O,R,Q,E,P
VCA-VCS Thuong 1100-900-700 | K,M,R

(Nguon: Ban tiép thi va bdan san pham - Vietnam Airlines nam 2013)




2/ Bang gia quoc té va hang gia vé twong ng ciia Vietnam Airlines

(Ap dung cho dwong bay xudt phdt tie pham vi quoc gia Viét Nam di)

Piém dén RT | Loaigia Giaban| RT Loai gia Gia ban
Pong Nam A
C 220 | RT | BEE6M 220
RT |CR 390 | RT | HEE6M 190
Théi Lan RT |DR 320 | RT | LEE6M 160
(BKK) WOX 140 | RT | TEE3M 130
RT | WEELlY 280 | RT | NEE3M 100
RT | SEE6M 250 | RT | REE3M 75
C 320 | RT | BEE6M 250
Malaysia RT |CR 630 | RT | HEE6M 230
(KUL) RT |DR 480 | RT | LEE6M 200
Singapore WOX 180 | RT | TEE3M 180
(SIN) RT | WEELlY 330 | RT | NEE3M 160
RT | SEE6M 270 | RT | REE3M 135
C 250
L30 RT |CR 450 | RT | YEELY 280
(LPQ/VTE) YOX 150 | RT | SEE6M 240
SOX 130 | RT | HEE6M 200
C 350
Campuchia |RT |CR 650 | RT | YEE1Y 420
(PNH/REP) YOX 210 | RT | SEE6M 380
SOX 190 | RT | HEE6M 350
Pong Bic A
D 440 | RT | WEELY 580
RT |DR 820 | RT | SEE6M 530
Trung Quoe | RT [ JR 660 | RT | BEE6M 480
Bac Kinh
(BJS) WOX 290 | RT | HEE6M 430
HOX 220 | RT | LEE6M 390
RT | TEE3M 340
D 320 | RT | WEELlY 450
RT |DR 560 | RT | SEE6M 380
Trung Quoc | RT | JR 530 | RT | BEE6M 340
Quang Chau
(CAN) SOX 190 | RT | HEE6M 290
BOX 160 | RT | LEE6M 270
HOX 140 | RT | TEE3M 210




C 610 | RT | YEELY 600
RT |CR 1020 | RT | WEELY 550
Trung Quéc D 540 | RT | SEE6M 490
Thuong Hai | RT | DR 900 | RT | BEE6M 420
(SHA) YOX 330 | RT | HEE6M 380
WOX 260 | RT | LEE6M 330
RT | TEE3M 250
C 400 | RT | WEELY 520
Trung Quoc |RT |CR 800 | RT | SEE6M 490
Hé?ﬁg;g RT | DR 750 | RT | BEE6M 450
WOX 260 | RT | HEE6M 350
RT | LEE6M 280

C 490
Dai Loan D 400 | RT | YEELY 620

bai Trung

(KHH) RT |CR 750 | RT | WEELlY 600
RT | YOX 350 | RT | SEE6M 550
C 490 | RT | YEELY 620
Di Loan RT |CR 750 | RT | WEELlY 600
Dai Béc RT |D 440 | RT | SEE6M 550
(TPE) YOX 350 | RT | BEE6M 510
RT | HEE6M 470
C 780 | RT | WEELlY 950
Nhat Ban RT |CR 1500 | RT | SEE6M 900
(FUK) RT |DR 1310 | RT | BEE6M 800
WOX 490 | RT | LEE6M 700
C 780 | RT | WEELlY 950
Nhat Ban RT |CR 1500 | RT | SEE6M 900
(NGO) RT |DR 1310 | RT | BEE6M 800
WOX 490 | RT | LEE6M 700
C 780 | RT | WEELlY 950
Nhat Ban RT |CR 1500 | RT | SEE6M 900
(OSA) RT |DR 1310 | RT | BEE6M 800
WOX 490 | RT | LEE6M 700
C 780 | RT | WEELlY 950
Nhat Ban RT |CR 1500 | RT | SEE6M 900
(TYO) RT |DR 1310 | RT | BEE6M 800
WOX 490 | RT | LEE6M 700




C 780 | RT | WEElY 950
Han Quéc RT |CR 1500 | RT | SEE6M 900
(PUS/SEL) | RT |DR 1310 | RT | BEE6M 800
WOX 490 | RT | LEE6M 700

Chau Au
C 2375 | RT | YHEELY 2200
Puc CR 4375 | RT | WHEELY 1774
(FRA) D 2250 | RT | SHEE6M 1613
Anh DR 3750 | RT | BHEE6M 1452
(LON) 10X 1500 | RT | HHEE6M 1290
Phép IEELY 2500 | RT | LHEE6M 1183
(PAR) YOX 1250 | RT | THEE3M 1022
RT | NHEE3M 837
C 2000 | RT | YHEELY 1875
CR 3750 | RT | WHEELY 1398
D 1625 | RT | SHEE6M 1236
(MNS% DR 3250 | RT | BHEE6M 1129
R 2750 | RT | HHEE6M 1075
YOX 1125 | RT | LHEE6M 968
RT | THEE3M 860

Uc & My
D 1200 | RT | SEE6M 950
DR 2000 | RT | BEE6M 850
Ue YOX 650 | RT | HEE6M 800
(MEL/SYD) YEELY 1150 | RT | LEE6M 800
WEELY 1050 | RT | TEE3M 700
RT | NEE3M 600
D RT | SEE6M 1000
DR RT | BEE6M 950
M§ YOX RT | HEE6M 850
(LAX) YEE1Y RT | LEE6M 850
WEELY RT | TEE3M 750
RT | NEE3M 650

(Nguén: Ban tiép thi va ban san pham - Vietnam Airlines nam 2013)




PHU LUC 08
PHIEU PIEU TRA, KHAO SAT KHACH HANG
(QUESTIONNAIRE, CUSTOMER SURVEY)

Xin chao Anh/Chi!

To1 1a Binh Quang Toan, hién 1a Nghién ctru sinh Truong Pai hoc Giao thong van
tai, To1 dang nghién ciu dé tai “Chinh sach marketing dich vu van tai hanh khach cho
Vietnam Airlines trong bdi canh lién minh hang khong qubc t&”. Kinh mong nhan dugc
su hd tro cta quy Anh/Chi bang viéc tra 101 phiéu khao sat duéi day vé cac chinh sach
marketing cua Vietnam Airlines ap dung trén thi truong tir ndm 2010 dén nay. Moi
thong tin chi mang tinh chét thong ké cho dé tai nghién ctru ctia T6i nén quy Anh/Chi c6
thé khong can néu tén va don vi. Xin chan thanh cam on quy Anh/Chj!

(Dear Madam/Sir!

My name is Dinh Quang Toan, currently PhD student University of Transport, |
am researching the topic "The marketing of passenger transport services for Vietnam
Airlines in the context of international airline alliances”. Looking forward to receiving
your support him/her by answering the following questionnaire about the policy of
Vietnam Airlines marketing application in the market from 2010 to present. All
information purposes only statistical research topics of you | should he/she may not
need to name and unit. Many thanks for your help!)

7/

< Cach danh gia theo thang diém tir 1 - 10 (The review following from 1 to 10)

+ Rat tot: 9,5 - 10 diém. + T6t: 8,5 - 9,4 diém. + Kha: 7 - 8,4 diém.

(Very Good: 9.5 to 10 points)  (Good: 8.5 to 9.4 points) (Pretty: 7 to 8.4 points)

+ Trung binh: 5 - 6,9 diém. + Kém: 3- 4,9 diém. + RAt kém: dwéi 3 diém.

(Average: 5 to 6.9 points) (Less: 3 to 4.9 points) (Very poor: less than 3 points)
TT Ciu hoi Piém danh gia

Duéif 3 | 5|7(85]95

| | CHINH SACH SAN PHAM DICH VU (PRODUCT) 3 la9l69lsal9al 10

Dich vy sudt 4n trén may bay.
(Catering serviceson board).

Yéu t6 dang gio ciia chuyén bay.
(Elementsofflighttime).

Yéu t6 cham huy chuyén.
(Late cancellations factors).




Dich vu ban vé, dat chd.
(Ticketingservice, booking).

Dich vy trudc va sau chuyén bay.
(Servicebeforeandafterflight).

Dich vy két nbi hang khong
(Service safety airlines)

CHINH SACH GIA (PRICE)

Dudi

4,9

6,9

8,4

8,5
9,4

9,5
10

Gia vé phu hop voi dich vu khach hang.
(Ticket prices consistent with customer service).

Thong tin vé cac loai gia vé.
(Information onticketprices).

Gia vé hop ly mua trén website.
(Fares reasonable buy on the website).

Gia vé hop ly mua qua dai ly.
(Fares purchased through rational agents).

Su da dang, linh hoat cua gia vé.
(The diversity, flexible fares).

CHINH SACH PHAN PHOI (PLACE)

Dudi

4,9

6,9

8,4

8,5
9,4

9,5
10

Mua vé qua phong vé cua hang.
(Buy tickets through its box office).

Mua v¢é qua dai ly.
(Buy tickets through agents).

Mua vé truc tuyén?
(Buy tickets online?).

Mang ban phong phu hay chua?
(Extensivesalesnetworkornot?).

Hinh thirc thanh toan.
(Forms of payment).

CHINH SACH XUC TIEN (PROMOTIONS)

Dudi

4,9

6,9

8,4

8,5
9,4

9,5
10

Céc hinh thuc xac tién.
(Forms ofpromotion).

Thong tin vé chuong trinh khuyén mai.
(Information about promotions).

Vi¢c xay dung hinh anh.
(Through the construction of the image).

Chuong trinh nhéan dao.
(Through the humanitarian program).

Chuong trinh giam gia khéac.
(And many other discount programs).




Chuong trinh tai trg.
(Grant Program).

CHINH SACH CON NGUOI (PEOPLE)

Dudi

4,9

6,9

8,4

8,5
9,4

9,5
10

Ngoai hinh va dong phuc.
(Appearanceand uniforms).

Thai @6 va phong cach phuc vu chuyén nghiép.
(Attitudes andprofessionalservice style).

K¥ ning giao tiép tot.
(Goodcommunication skills).

Thau hiéu va sin sang giap d& khach hang.
(Understanding andwilling to helpcustomers).

Tro gitp nhidu ngdn ngir cho khach.
(Help for visitors languages).

YEU TO QUY TRINH (PROCESS)

Dudi

4,9

6,9

8,4

8,5
9,4

9,5
10

Quy trinh check-in tai san bay.
(Process check-in at the airport).

Quy trinh check-in tryc tuyén.
(Process check-in online).

Quy trinh hd tro kip thoi cho khach.
(The process of timely support to customers).

Quy trinh xtt 1y sy ¢b bat thuong.
(Process troubleshooting unusual).

Quy trinh mua vé truyén théng.
(The process of traditional tickets)

Quy trinh mua vé truc tuyén.
(The process of buying tickets online).

YEU TO HUU HINH (PHYSICAL EVIDENCE)

Dudi

4,9

6,9

8,4

8,5
9,4

9,5
10

Dia thé va co so phong vé, dai 1y.
(Topography and base box office, agents).

Trang bi d6ng phuc nhén vién.
(Staff uniforms).

D6 6n dinh cua trang thiét bi trén may bay.
(Stabilityofequipmenton theaircraft).

Phong cho tién ich, thoai mai.
(Loungefacilities,comfortable).

Co sé vat chat, thiét bi tai san bay.
(Facilities and equipment at the airport).




PHU LUC 10

SO DO CO CAU TO CHUC CUA VIETNAM AIRLINES

HOQI PONG THANH VIEN
Ban thwr ky tong hop Kiém sodt vién
A 4
TONG GIAM POC
Ban Hoi dong Khoa hoc;
=== | HD Phat trién doi bay;
1.TCCB-LPTL: HDP Tinh trang khan Cﬁp.
2.Tai chinh-Ké toan;
3.K¢é hoach dau tu; J
4. Thong tin chat lugng; |
5.An toan an ninh; Cong ty CP Tin hoc
6.Dao tao; Phép ché; haAng khong;
7.Quan ly du an; > Cpng ty VASCO;
8.Vin phong Déi ngoai. Vl,cn ISH hang kho_l}g; £
Céc cong ty con, lién ket.
\4
A A 4 \ 4
PTGD PTGD
h PTGD Lo PTGP PTGP PTGP
Khoi Pao tao Khoi dlCh e A Z. Lo n
: ~ A Khoi ndi Khoi Khoi ky
thuong vu k¥ thuat . s n
) o 4k chinh khai thac thuat
mai mat dat
\ 4 \ 4 \ 4 \4
) Ban k¥
Ban KH Thi truong Ban DV Thi truong ?%HHDIF 4 lharih ];ay thuat
Ban TT hanh khach TT KSKT Néi Bai b én“T"‘ir} u\%‘?:rr’l ay Ban alv
Ban TT hang hoa _ TT KSKT T.S.Nhét Bean b 910 i
Chi nhanh Mién Béc; XN TMMD Ngi Bai oan bay vattu
Mién Trung; Mién XN TMMBD ba Nang
Nam va VPDBD. XN TMMBD T.S.Nhat




PHU LUC 11
THUONG QUYEN TRONG VAN TAI HANG KHONG

Thuong quyén 1a quyén duoc khai thac dudng bay (ky hiéu la TQ), hién trong
van tai hang khong duoc chia thanh 9 thuong quyén. Véi 3 hing hang khong twong
tmg cua 3 qubc gia khac nhau duoc quy ude 1a A; B; C. S& c6 cac thuong quyén khai
thac trong nhiing trudong hop sau:

TQ1 (A - C - B): Hiing A khong ha canh tai C dé van chuyén sang qudc gia B;

TQ2 (A - C - B):Héng A c6 quyén ha canh k¥ thuat tai C dé van chuyén sang qubc gia
B (khong khai thac van chuyén tai C);

TQ3 (A - B): Hing A c6 quyén van chuyén sang quc gia B;

TQ4 (A - B): Hang A c6 quyén van chuyén tir sang qudc gia B vé A;

TQ5 (A - B - C): Hing A van chuyén tir A sang qudc gia C va c6 quyén ha canh dé
khai thac van chuyén tai B;

TQ6 (B - A - C): Hing A c6 thé van chuyén tir quic gia B sang qudc gia C va nguoc
lai ma khong can ha canh tai A;

TQ7 (A - B - C): Hing A c6 thé van chuyén tir qudc gia B sang qudc gia C va nguoc
lai ma khong bay qua khong phéan tai A;

TQ8 (A - B): Hing A c6 thé van chuyén tir A dén 1 diém qudc gia B dé 13y tra khach
trude khi khai thac dén diém 2 trong qudc gia B;

TQ9 (A - B): Hing A c6 thé van chuyén giita cic diém trong qudc gia B ma khong

can xuét phat tir A.



PHU LUC 12
THONG KE CHAM HUY CHUYEN CUA CAC HANG NOI PIA THANG 6/2014

TT N¢i dung/hang Vietnam Airlines Vietjet Air | Jetstar Pacific
| | Chuyén khai thic 3.334 1.058 478
Il | Chdm chuyén (%) 15,1% 20,4% 29,1%

1 | Thoi tiét 9,1% 0% 4,3%

2 | Hang 80,4% 96,3% 57,6%

3| Cang 0,6% 0% 21,6%

4 | Piéu hanh bay 5,1% 3,7% 16,5%

5| Ly do khéc 4,8% 0% 0%
111 | Hiiy chuyén (%) 0,6% 1,1% 0,0%

1 | Thoi tiét 60% 41,7%

2 | Thuong mai 15% 25%

3 | K§ thuat 10% 8,3%

4 | Ly do khac 15% 25%

(Nguon: Cuc hang khéng Viét Nam - nam 2014)

PHU LUC 13
NGUON LUC LAO PONG CUA VIETNAM AIRLINES TINH DPEN 31/12/2013
TT Theo bing cép SL Tyle TT| Theo tudi SL Tyle
(%) (%)
1 | Trén dai hoc 250| 1,20 1|Tw18-30 | 9.388| 44091
2 | Pai hoc va Cao Pang | 6.683| 31,97 2|Tw31-40 | 6.974| 33,36
3 | Trung cép 3.731| 17,85| 3|Tw4l1-50 | 3.553| 17,00
4 | So cap 6.040 | 28,89 4| Trén50 989 4,73
5 | Cong nhan k¥ thuat 1.495| 7,15| 5| Téngcong | 20.904
6 | Chua qua dao tao 2705 12,94 6 Tuéi trung binh la 35,4 tuéi la
7 | Tong cong 20.904 tiong doi tré.




PHU LUC 14

DU BAO NHU CAU VAN TAI HANH KHACH CUA NGANH

HANG KHONG DAN DUNG VIET NAM PEN NAM 2030

TT Giai doan 2010 - 2015 | 2015 - 2020|2020 - 2030
1 | Tong thi trwong vin tdi hanh khach
Tbc d6 tang truong binh quan (%) 16,3 13,9 7,5
Tong thi trudng hanh khach (Triéu khdch) 48,3 92,8 191
2 | Sdn luwgng vin tdi hanh khach
Tbc do tang truong binh quan (%) 16,4 14,2 7,7
San lugng van tai hanh khach (Triéu khach) 32,5 63 133
3 | Sdn lwong hanh khdch thong qua cdc cang hang khong
Tbc do tang truong binh quan (%) 15,1 13,6 7,7
San luong khach thong qua (Triéu khach) 65,5 124 260
(Nguon: Chién lege phdt trién GTVT - B Giao théng vin tdi)
PHU LUC 15
CHI TIEU PHAT TRIEN VAN TAI HANH KHACH CUA NGANH
HANG KHONG DAN DUNG VIET NAM PEN NAM 2020
TT Cic chi tiéu phat trién Pon vi Nam 2015 | Nam 2020
1 | Téc dé ting trwéng binh quén
Téng thi truong van tai hanh khach % 16 14
Phuc vu hanh khéch tai cang hang khong % 15 13,6
2 | Sdn luwgng van tdi
San hrong van tai hanh khach 10° Hk 32,5 63
Luong ludn chuyén hanh khach 10° Hk.Km 37.145 63.725
3 | San luwgng khai thdc cing hang khong
San lugng khai thac hanh khach 10° Hk 65 123

(Nguon: Chién hege phdt trién GTVT - B Giao théng vin tdi)




